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HOW TO USE THE DATA BOOK



How to Usethe Data Book

This book is organized into major sections to facilitate ease of reading. The major
sections are listed in the Table of Contents and are labeled. Within each section, the
results are presented following the order of the questions in the survey pertaining to that
particular section. Some exceptions to this ordering have been made when questions that
are very related appear far apart within the survey. In addition, questions related to
overall satisfaction (e.g., Question 41 — Overall Satisfaction with the Case Manager) are
presented first, though they appear in the survey at the end of each section. Finaly, the
results within each section are presented by the following groups:

Total (or Overall)

Age Categories: 18 — 64, and 65+

Type of Respondent: Consumer verses Proxy

Current Placement: Home / Community Based Service (HCBS) or Nursing
Facility (NF)

PN PE

For current placement, HCBS includes respondents living at home, assisted living
facilities (ALF) or in adult foster care (AFC). The data for these HCBS components (i.e.,
home, ALF and AFC) have been combined to provide more meaningful results.

The demographic and sampling section (i.e., Section 11) graphically depicts the overall
eligible population, the sampled population and the respondents from the sampled
population. This information was contained in the Arizona Long Term Care System’s
(ALTCS) data and was supplied for the entire €eligible population prior to sampling.
Once surveys were completed, the data from ALTCS was merged with the surveyed
member. Characteristics of respondents and non-respondents are reported separately at
the end of Section 11 using this merged ALTCS data.

Each graph in Sections Il and IV includes the survey question number, a brief
description of the question and the total number of respondents to that question. Section
[l considers proxy involvement, survey understanding, health status and living choices.
The results to the main questions of the survey can be found in Section V. In addition to
displaying the percents, each graph shows how respondents answered the question.
Percentages on the graphs may not total to 100% due to rounding.

All of the questions were not answered by al of the respondents. This occurs for a variety
of reasons. For example, some questions pertain to only those consumers living in a
nursing facility, while other questions may be restricted by proxy or age group.
Questions about cultural needs (e.g., Question 72 — How Satisfied are you that the Doctor
takes your special cultural needs into consideration) frequently were answered as "Does
Not Apply." These responses are excluded from the analysis so as not to skew the



distribution of those who answered the question. Some consumers (or proxies) just chose
not to answer a particular question. In this instance, the survey is still valid, but the
respondent is removed from the denominator for that particular question. No attempt was
made to determine why a specific question was not answered. Finally, a few questions
had too few responses to be meaningful and, therefore, are not presented. For example,
Question 133 (If your complaint has not been settled, have you been informed about how
to get help from AHCCCS?) only had five responses.

The footnote for each graph may or may not include a reference to a "p-vaue." Thisis
displayed only when there is a statistical difference by the specified category (e.g., age
group or current placement). A p-value that is below 0.05 is considered to be statistically
significant. For example, Question 73 concerns Overall Satisfaction with the Doctor and
is statistically different (p-value = 0.025) between consumer and proxy respondents.
Further analysis reveals that consumers tend to rate the satisfaction with their Doctors
somewhat higher than the proxy respondents, yet Question 50 (Do you have one person
you think of as your doctor?) shows that consumers are much more likely to be able to
identify their doctor. Therefore, significant p-values should be used as a guide for further
investigation.

As of October 2000, two additional health plans began accepting ALTCS consumers. At
the end of Section IV, questions about open enrollment are examined. AHCCCS notified
consumers by mail of the new choice they would have in choosing their health plan. The
survey was conducted during this time of notification, so it was possible that consumers
were not aware of their new choices.

The last section contains the actual questionnaire for reference purposes. Most of the
graphs in the prior sections summarize the question. For the actual question asked in its
entirety, you should go to Section V. Note that many numbers are skipped on the survey
instrument (e.g., the survey moves from question six to nine; there is no question seven or
eight).



II. SAMPLING AND DEMOGRAPHICS



SUMMARY OF SAMPLING METHODOLOGY

Eligible Population

AHCCCS provided a database to Health Services Advisory Group, Inc (HSAG) with 7,146
members who met the eligibility criterion. The eligibility criteria included members who
were 18 years of age or older, continuously enrolled in the ALTCS program for at least one
year with no more than a one month (i.e., 30 days) gap in enrollment and were currently
enrolled in the program.

Response Rate

After meeting with AHCCCS, it was determined that the mortality rate for the ALTCS
population was approximately ten percent per year, and the survey was expected to yield a 70
percent response rate. HSAG subcontracted with Arizona State University (ASU) to perform
the actual survey. The 70 percent response rate was recommended by ASU, with general
agreement from AHCCCS based on a prior survey. The surveys were completed by
telephone. When amember could not respond, a proxy was surveyed.

Sample Selection

Two main populations were determined to be of interest to AHCCCS; those members in a
nursing facility (NF) and those in a home or community based setting (HCBS). These two
settings were initially proportionately stratified. There were 3,144 membersin the HCBS and
4,002 members in the NF setting. Additionally, sampling was to be performed to provide
adequate age group representations for comparison. Following inspection of the data, 221
members were found to be ineligible, leaving afinal eligible population of 6,925 members.

An initial sample of 1,902 members was drawn for the survey using a stratified random
sample based on the placement and then the age of the individuals. The eligible population
distribution showed 55 percent werein a NF and 45 percent were HCBS. The primary sample
strata reflect this proportion. The initial sample of 1,902 (or 27.5% of the eligible popul ation)
was designed to account for mortality and non-response, given that the survey will be
repeated the following year.

The distribution by age group for the eligible population was 25 percent for 18-64 years of
age, and 75 percent for 65 years and older. Using this distribution could have resulted in an
insufficient sample size in the 18-64 year age group when stratified by placement. It was also
thought that the mortality rate would be higher in the 65+ age group, which would necessitate
the need for increasing the final sample size, if the age group distributions were preserved.
Therefore, HSAG chose a more balanced distribution of 40 percent in the 18-64 age group
and 60 percent in the 65+ age group.

After selection of the sample, HSAG sent the datato AHCCCS. Additional fields and current
status were then added to the data and returned to HSAG. The status showed that 81
members were deceased. Therefore, the sample size was reduced to 1,821 members. The
table below shows the final sample size for the baseline sample.
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Sample Size for Baseline Survey

18-64 65+ Total
NF 405 629 1,034
HCBS 314 473 787
Total 719 1,102 1,821

Characteristics of Respondents and Non-Respondents

The final sample size consisted of 1,821 ALTCS consumers. There were 1,031 respondents
to the survey and 790 consumers who did not respond (317 of the non-respondents were
actually ineligible for the survey). The differences between the respondents and the non-
respondents are presented at the end of this section. Demographic characteristics, such as age
and gender, showed no difference between respondents and non-respondents. However, of
those consumers who responded, about half (or 52%) were in anursing facility. The majority
of non-respondents (63%) were also in nursing facilities.
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Didtribution of Gender
Tota Eligible Population of 6,925

Male
(N=2154)
31%

Female
(N=4,771)
69%

Response Retes

Origind Sample Sze=1,821 or 26.3%of the
Eligible Population (N = 6,925)

100
80
‘g 60
?  w
20 174
Indigible No Response Responded
I Percent 174 260 56.7
Number 317 473 1031

Final Response Rate= 1,031/ (1,821-317 Indigible) = 68.6%

Per cent

Digtribution of Rece/ Bhnicity
Tatd Highle Popuaion of 6,925
10
&0 1770
m_
40_
201 129
66
0. I 23
Whte | Higmic | Blad ANﬂeetrllcV:\n Cther
BPaet| 770 129 66 12 23
Number| 5331 &0 460 84 160
SnpleSdation

 HighePRopuaion(N=692%)
e Cotinuoudy BErdledin ALTCSa Leest OeYear
and Qurratly Sill Brdled

* Alloned Oly A OneMarth Ggpin BErdimat
» Mg bed Leadt 18 Yearsdf Age

* Sraified RendomSare (N=1,821)
 Nurdng Fadlity (NF) or Homg/Gommunity Based
Savicss(HCBS
* AgeGausd 1864, ad 65 Yearsdf Agear Ader



Digtribution of Age Among
All 1,031 Respondents

Mean Age=69.6 Years

Digtribution of Gender Among
All 1,031 Respondents

Digribution of Age Groups
Among All 1,031 Respondents
100
8
60
40
244 239
20 186 154 126 l
42
e B mm BN
18B-3% | B5-54 | H-64 | 665-74 | 75-84 | &+
BPecet| 42 | 186 | 154 | 136 | 244 | 239
Nurber | 43 192 | 159 | 140 | 1 | 246
Didribution of Rece/Ethnicity
Among All 1,031 Respondernts
100
o764
m_
40_
20 136
69
23
0 =
. — Native
White Higpanic Bladk ATEriCN Other
EPacet| 764 136 69 08 23
Nurber| 788 140 7 8 3
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Eligible Population (N=6,925)

Characteristics of Respondents
inthe ALTCS Survey

76% Over Age 65
69% Female

55% in Nursing Facility
45% in HCBS

Average Time of
Enrollment is3.8 Years

Respondents (N = 1,031)

62% Over Age 65
65% Female

52% in Nursing Facility
48% in HCBS

Average Time of
Enrollment is3.9 Years

Characteristics of Respondents Verses
Non-Respondentsin the ALTCS Survey

Respondents (N=1,031)

62% Over Age 65
65% Female

52% in Nursing Facility
48% in HCBS

Average Time of
Enrollment is3.9 Years

Non-Respondents (N=790)

59% Over Age 65
64% Female

63% in Nursing Facility
37% in HCBS

Average Time of
Enrollment is3.9 Years
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1. GENERAL CHARACTERISTICSAND FINDINGS
BY TYPE OF RESPONDENT
AND HEALTH STATUS



CONSUMER AND PROXY RESPONDENTS



Question 1: Is Respondent the Consumer or a Proxy?
Tota Respondents=1,031

Consumer
(N =279)
27%

Proxy
(N =752)
73%

Question 201: Degree of Proxy Involvement

Total Respondents =579

100
80
E 60
= 19.7

20 14

0
. A Few Times | A Few Times
Daily Per Week Per Month L ess Often
B Percent 37.3 33.8 19.7 14
Responses 234 212 124 9

Notes: Percents my not add to 100 due to rounding. Not all questions were answered by all

respondents. There were 752 proxy respondents for the survey.
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UNDERSTANDING OF THE SURVEY



Percent

Question 400: Interviewer’s Rating of Respondent

Total =991
100 6.6
80 T
60 7
40_
125

20 1

N 20 o1

0 d d All fficul h So fficul h
Understood All or Most| Difficulty wit me [ Difficulty with at L east -
Questions Questions 10 L otsof Difficulty
M Per cent 86.6 125 0.8 0.1
Number 858 124 8 1

Notes: Percents my not add to 100 due to rounding. Not all questions were answered by all respondents.

Question 401A: Interviewer’s Rating Question 401B: Interviewer’s Rating
Was Language a Problem? Total = 1,030 Was Hearing a Problem? Tota = 1,029

No (N = 968)
94%
No (N = 1,004)
97%

Yes(N = 26)
3% Yes (N = 61)

Notes: Not all questions were answered by all respondents. Notes: Not all questions were answered by all respondents.
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HEALTH STATUS



Quegtion 5. Current Hedth Status
Totd Respondents = 1,021

Question 5. Current Hedlth Status,
18to 64 Yearsof Age

100 100 Total Respondents = 388
80 80
— 60
~ 60
2 B
T 40 22 P5 5 40 995
o 252 a 263 281 -
20
06 74 I 20 26 98 l I
ol == [ ‘ o e
Excellent | VeryGood | Good Fair Poor Excellent | VeryGood | Good Fair Poor
@ Percent 26 74 2.2 322 325 @ Percent 36 938 263 281 R2
Regoonses 27 76 257 329 332 Responses 14 38 102 109 125

Notes: Percentsmy not add to 100 dueto rounding. Not all questions were answer ed by all respondents.

Quedtion 5: Current Hedth Status,

65 Yearsof Ageor Older
100 Total Respondents =633
80
-~ 60
g
o 40 348 327
a 245
20
21 60
ol == [
Excodlent | Very Good Good Fair Poor
B Percat 21 6.0 245 348 X7
Regpongses 13 38 1% 220 207

Notes: Percents my nat add to 100 dueto rounding. Not all questions were answered by all respondents.
Resultsby age group are statistically different with ap-value=0.033

Notes: Percents my not add to 100 due to rounding. Not all questions wer e answer ed by all respondents.
Results bv ace aroup are statisticallv different with a p-value= 0.033

Quegion5: Qurat Hedth Saus
by Age Graupwith Categaries Cdllgosd
Tatd Respondais=1,021

Tatd Respondats=388 Totd Respordats=633

18—-64 Yeasd Age

6 Yeasd Agear Ada

Nates Percantsmy nat add to 100duetor aunding. Nat al quetionswareansnered by dl respondents
Reaitshy ageg aup aregatigicaly different with ap-value=0020
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Quetion 5. Current Hedth Siaus,

Quedion 5. Current Hedlth Status,

by Consumer Respondent by Proxy Respondent
Totd Respondents=278 Totd Respondents = 743
100 100
80 80
% 60 % 60
Y 06 317 Y 3 38 38
194
20 133 20
50 . . 18 53
0| D 0 |
Excdlet | VeryGood |  God Fair Poor Excdlet | VayGood |  Good Far Poor
B Pecat | 50 133 194 06 7 W Peromt | 18 53 273 28 28
Resoons= 14 37 A 85 88 Responsss 13 39 28 244 244

Notes Percentsmy not add to 100 dueto rounding. Nat all questionswere answered by al respondents

Notes Percentsmy not add to 100 dueto rounding. Not all questionswere answered by all respondents.
Reaultsby dient aregtatigtically different from proxy resultswith ap-vaue=0.000

Resultsby dient aregtatigtically different from proxy resultswith a p-value=0.000

Quedion5: Qurrat Hedth Saus Quegtion 5: Current Hedth Status

by Respondant with Categaries Cdllgposed for HCBS Consumers
Tatd Respodais=1,021 100 Tota Respondents =488
Tad Respordants=278 Tad Repordants=743 8
- 60
o
o 40 340
bk i 297
20 . 94 l
0 __— -
Excdllent | Very Good Good Fair Poor
B Percent 37 24 22 340 27
Coaume Respordiant Praxy Respondant Reponees 18 46 13 166 145

Nates Peroantsimy nat add to 100 duetorounding. Not al questionswereansvered by dl respondents

Notes: Percentsmy not add to 100 dueto rounding. Not all questionswer e answered by all respondents.
Results by current placement are statistically significant with a p-value=0.009
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Question5; Current Hedth Satus Quetion5: Qurat Hedth Saus

for NF Consurmers by Qurent Haoamart with Categories Gallgpsed
100
80 Tatd Repodats=433 Total Respondanis=533
% 60
(o]
40 351
b 270 U6
20
17 56
o ] -
Bxdlet | VayGood |  Good Far Pooxr
@ Percat 17 56 270 06 351 NE
HCBS
Responsss 9 30 14 163 187
Notes: Percents my nat add to 100 dueto rounding. Not al questionswere ansivered by all respondents. Nates Percentsmy nat add to 100duetoraunding. Not all questionswereansered by al respondents
Reaultsby current placement arestatistically significant with ap-value=0.009
Quetion 6; Hedth Satus Conpared to One Year Ago Quegtion 6: Hedlth Status Compared to One Year Ago
Totd Respodats=978 18to 64 Yearsof Age
Tota Respondents =367
100
100
& 80
5 ® 208 o %
o 14
40 [&]
E 290 5 40
128 o 172 232
0178 = 96 20 1—104 : . =5
o mm_ B L N i
MuhBate = | Se | T (MchWoss MuchBater| TPV | o | SOTRWREL ) oree
Better Worse
B Percet | 78 128 408 20 96 § Percet | 104 172 414 232 7.9

Nates Percentsimy nat add to 100duetoraunding Nat all questionswereansiered by all respondents Notes: Percentsmy not add to 100 dueto rounding. Not all questions wereanswered by all respondents.

Results by age group are statistically different with a p-value=0.000
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Quegtion 6 Hedth Satus Compared to One Year AQo

Quedtion 6: Hedth Status Compared to One Year Ago

6 Yeasd Agea Adar by Consumer Respondent
Tad Respondats=611 Totd Respondents=230
100 100
a0 80
3 04 g ®3
5 40 26 5 40
o o 178 235
20 o2 102 106 20+—109 ' . 96
NP m Jm . =
MuchBata| ITBMEL | o | SOTBEL e MuchBatter| SOTEWEL | o | SOTRAEL | o
Better Wose Better Warse
@ Peoat 62 102 404 6 106 @ Percent 109 178 383 235 96
Reorss 3B 62 27 19 65 Responsss 25 41 8 54 22

Notes Percentsmy nat add to 100dueto rounding. Not al questionswereansvered by al repondents

ResUitsby agegroup aregaidicaly different with ap-vaue=0.000

Quegtion 6 Hedth Satus Compared to One Year AQo

Notes Percentsmy nat add to 100 dueto rounding. Not all questionswere answered by all respondents.
Resultsby consumer aregatigtically different from proxy resultswith a p-value=0.010

Quedtion 6: Hedth Siatus Compared to

by Praxy Respondant One Year Ago, by HCBS Consumers
Tatd Respondats=748 Totd Respondents=490
100 100
80 80
= 60 - 60
2 0 4.6 . 2 0 386
by 308 by 292
T 2 96 201104 — I 67
ol mm [ - L [ =i
Sewat Sorenkat Somewhet Somewhet
Much Better Better Sne Ware MuchWorse Much Better Better Sare Worse MuchWorse
m Pecet | 68 12 46 208 96 B Percent | 104 151 386 22 6.7
Responsss 51 #A 3n 230 72 Responss 51 74 139 143 33

Notes Percantsmy nat add to 100dueto rounding. Not al questionswereansvered by al respondents
ResUitsby consumer aredtatigticaly different fram praxy resultswith ap-vaue=0.010

Notes: Percentsmy nat add to 100 dueto rounding. Not all questionswere answered by al respondents.
Resaultsby current placement are statistically Sgnificant with ap-value=0.001
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Question 6: Health Status Compared to
One Y ear Ago, by NF Consumers
Total Respondents = 536

100
80
= 60
g 414
F) 40
a 28.2
20 118 127
6.0 .
ol mem [ [ ]
Much Better Somewhat Same Somewhat Much Wor se
Better Worse
@ Percent 6.0 11.8 414 28.2 12.7
Responses 32 63 222 151 68

Notes: Percents my not add to 100 due to rounding. Not all questions were answered by all respondents.
Results by current placement ar e statistically significant with a p-value = 0.001
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V. RESULTSOF THE CONSUMER
SATISFACTION SURVEY



CASE MANAGERS



Question 10: Do Consumers Know
Their Case Manager?

Question 10: Do Consumers Know Their Case
Manager, by Age Group

Tota Respondents= 1,013

Total Respondents= 384

Total Respondents = 629

18- 64 Yearsof Age 65 Yearsof Ageor Older

Note: Not all questions were answer ed by all respondents. Note: Not all questions wer e answer ed by all respondents.

Quedion 10: Do ConsumarsKnow Their
Case Maneger, by Consumer o Praxy Respondent

Question 10: Do Consumers Know
Their Case Manager, by Current Placement

100 100
29 875
a0 703 737 0 737
R R wlg

§ 60 § 60
g 0 b 2
20 20
0 0

Conaumer Proxy Tata HCBS NF Tota

B Paoat 829 703 737 H Percert 87.5 609 737

Denominator 25 738 1013 Denominator 428 319 747

Notes Peroentsimy nat add to 100 duetorounding. Not all questionswere ansivered by all respondents

Reaultshy consumer aregatidicaly different then proxy resultswith ap-vaue=0.000

Notes: Percents my not add to 100 duetorounding. Not all questionswereanswered by al respondents
Resultsby current placement aregatigtically different with a p-value=0.000
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Quedtion 41: Overdl SHidfaction with Case Manager
Totd Responsess=734

100
80
580
£ 60
g 201 350
a
20-
10 44 16
0- | |
Very o — Very
Saidfied | Neurd | Disstisfied
Sttified St ' S Digsatified
B Pecat 580 %0 10 44 16
Responses 426 257 7 32 12

Notes Percentsmy not add to 100 dueto rounding. Not all questions were answered by all respondents.

Question 41: Overd| Satisfaction with
Case Manager, 65 Years of Age or Older
Totd Responses =452

100
80
613
g9
g 10 343
o
201
02 35 07
0- —
Very o o Very
Stified | Neura | Dissatisfied
Satisfied = ' | Dissatisfied
§ Pecet | 613 %3 02 35 07
Respongsex 277 155 1 16 3

Notes: Percentsmy not add to 100 dueto rounding. Not all questions were answered by all respondents.
Results by age group are statistically different with a p-value = 0.002

Question 41: Overal Satisfaction with
Case Manager, 18 to 64 Yearsof Age
Total Responses = 282

100
80
- 60 528
o
; 40 - 36.2
o
20+
21 57 32
0- [ T
Very e S Very
Satidfied Satidfied Neuitral Dissatisfied Dissatiied
@ Percent 52.8 36.2 21 57 32
Responses 149 102 6 16 9

Notes: Percents my not add to 100 due to rounding. Not all questions wer e answer ed by all respondents.

Results by age group are statistically different with a p-value = 0.002

Question 41: Overd| Satisfaction with

Case Manager, by Consumer Respondent
Totd Respondents = 225

100
80
631
~  60-
o)
[&] 40_
gf 7293
: 22
| 04 -
Very - o Very
Sttisfied | Neuwra | Dissatisfied
Stisfied S ' 18| Digsatisfied
g Pecet | 631 203 04 49 22
Responses 142 66 1 11 5

Notes: Percentsmy not add to 100 due to rounding. Not all questions were answer ed by all respondents.
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Quedtion 41: Overd| Satisfaction with Question 41: Overall Satisfaction with

Case Manager, by Proxy Respondent Case Manager for Consumersin HCBS
Total Respondents =509 Total Respondents = 420
100 100
80 80
660
g 0 551 g 60
s 40- 373 o 40- 83
o (Al i
201 20 l
12 41 14 07 33 17
0 | | 0 | s |
Sa\@i’ /| | stigied | Neura | Dissisfied Di;’ﬁegi Ny Sa\t’z?’ /| | stiied | Neutral | Disstisied Di;’ﬂegi Ny
m Percent | 558 375 12 41 14 B Percent | 660 283 07 33 17
Regponss| 284 191 6 21 7 Regponses| 277 119 3 14 7

Notes: Percentsmy not add to 100 due torounding. Not all questions wer e answered by all respondents. Notes: Percentsmy not add to 100 dueto rounding. Not all questions wer e answer ed by all respondents.

Results by current placement are statistically different with a p-value = 0.000

Question 41: Overdl Satisfaction with Case Manager Question 41: Overd| Satisfaction with Case Manager
for HCBS Consumers, by Consumer Respondent for HCBS Consumers, by Proxy Respondent
Total Respondents =193 Totd Respondents = 227
100 100
% 6438 ) T
=  60- = 60+
: 40 : 40
o 285 B 282
20 204
05 36 26 09 31 09
0- = 0- e
very idi jesatifi very VeY | stidied | Newra | Dissatified| V&Y
Saidied Satified Neutral Dissatisfied Dissatidied Stisfied Dissatidied
B Percent 64.8 285 05 38 26 B Percent 67.0 282 09 31 09
Resoonses 125 55 1 7 5 Regoonses 152 64 2 7 2
Notes: Percents my not add to 100 dueto rounding. Not all questions wer e answered by all respondents. Notes: Percentsmy not add to 100 dueto rounding. Not all questionswere answered by all respondents.
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Question 41: Overd| Satifaction with Quedtion 41: Overd| Sttisfaction with Case Maneger

Case Manager for Consumersin Nursing Fadilities for NF Consumers, by Consumer Respondent
Totd Respondents=314 0 Totd Respondents=32
100
m 80
— 60 521
= 60
& 475 440 8
o o 40 - 344
v 407 4
o
20 20+ 125
5.7 00 00
ol 13 il 16 o . - :
Very - o Very ey i S ery
Sified Stidied Neurd | Disstidied Diceatidiod Sidied Satidfied Neutra | Dissatified Disstidied
B Percant 475 440 13 57 16 B Percent 531 A4 00 125 00
Regoonss 149 138 4 18 5 Regoonses 17 11 o) 4 0

Notes: Percentsmy not add to 100 dueto rounding. Not all questionswereanswered by all respondents.

Notes: Percentsmy not add to 100 dueto rounding. Not all questionswere answered by all respondents.
Resultsby current placement aredatigticaly different with ap-value=0.000

Quegion 41: Overd| Setisfaction with Case Maneger Question 42; What is Main Reason for Satisfaction

for NF Consumers, by Proxy Respondent with Case Managers (Qualitative Question)
Totd Respondents =282
Based on 1,003 Respondents
80
§ 0T 68 450
v 407
o
20- Talks & Ligtens
14 50 18 2%
0- —_— | JRm—
Very e S Very
Sxisfied Saidied Neutrd | Disstified Disstidied
O Percent 46.8 450 14 50 18
Regponses 132 127 4 14 5
Notes: Percents my not add to 100 dueto rounding. Not all questionswere ansiver ed by all respondents. Notes: Not all questionswereanswered by all respondents
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Question 46:. What is Main Reason for Dissatidactior
with Case Managers (Quditative Question)

Basad on 41 Respondents

Nat Helpfu
20%

No Fdlow-Up
3%

Urresponsive
12%

Notes: Not all questionswereanswered by all respondents.

Qetin12 HwSHidiedaeyauthe yar
CeeMaayr Lides 18to64d Yeasd Ace
o Tdd Regoochis=28
0]
+— ﬁ) w
§ X7
o
(ol
Z)_
8 O 25
0_ | - | e I
Vay | o el VEY
stigiat | T | Ratd | Dstd) e
0 Ryort 20 37 18 60 25
Ryposs 141 112 5 17 7

Nates Rraatsnynd addtoIduetoraunding Nt dl quetiaswaeasnaalby dl repodats

Quetion 12 How Stidied areyouthet

your Ces2Marege Liges
Tad Respordants=737
100
0
- 601554
(@]
S o 373
[a
Z)_
12 45 16
0- — == —
VOY | siidied | Natrd | Disstiied| V&Y
Saidfied Dissticfied
§ Pooat | 4 373 12 45 16
Regonses| 408 25 9 33 12

Nates Percantsmy nat add to100duetorounding. Nat dl questionswereansvered by dl respondents

Question 12 How Sidied aeyouthet your
CaeManeg Lidas 6bYeasd Agea Ay
Tad Regpodais=4%

10
a
587
= 60
2
5 40 K8
o
2
Q9 35 11
0+ | — —_—
Vay - - Vay
Sidied Stidied | Natrd | Dssidied Distidicd
0 Paoat 87 H8 Q9 35 11
Regorees| %7 163 4 16 5

Nates Reroatsimy nat add to 100duetoraunding Nat dl quesiacnswareansnared by dl repondants
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Quetion 12 How Stidied aeyouthet your

Quesion 12 How Hidied areyouthet your

Ce=Mae Lidas by GCoane CazManegg Lidas by Rraxy
Tad Respordats=227 Tatd Respondats=510
100 100
80 80
— el . @l 555
@ @
S o 3 S o 375
(ol (ol
201 20-
09 53 18 14 41 16
0 | p— 0- |
Vay - e Vay Vay - e Vay
Stidid Stidied | Neurd | Disstidied estidfied Sidied Sidied | Neurd |Dsstidied Distidfied
0 Peoat | 51 37 09 53 18 D Peoat | 55 375 14 41 16
Reyosx| 15 %) 2 12 4 Regosss| 288 191 7 21 8

Notes Reraantsmy nat add to 100duetoraunding Nat dl questionswereansnered by dl respondents
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Question 40: Case Manager Considers Cultural Needs
for Consumersin HCBS
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Notes: Percents my not add to 100 due to rounding. Not all questions wer e answer ed by all respondents.
Results by current placement are statistically different with a p-value = 0.014

Question 40: Case Manager Considers Cultural Needs
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Quedtion 77: Percentage of Consumers \Who K Question 77. Parcartaged Conmars
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Question 79: Reason Mamer Did Nat
Choose an MLTCS Docdtor (Quditative Question)
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Question 50: Consumers Know Their
AHCCCS Doctor
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Note Not al questionswereansered by al respndents Resultsby consumer arestatistically different than proxy resultswith ap-value=0.000
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Question 73: Oved| Satidaction with AHCCCSI
by Consumer Respondent
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Quedion 73 Ovadl Sidadtionwith AHOOCSDodar,
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Question 74: Main Reason for Satisfacti
with AHCCCS Doctors (Qualitative Quest

Based on 283 Respondents
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Notes: Not all questions wer e answer ed by all respondents.

Quedtion 55: How Satidfied areyou that

your AHCCCS Doctor Listens
Totd Respondents=705
100
0
‘§’ 0T 78
T 40 o3
o
Z)_
o 92 s
0 B o
. - L Very
Vey Satified| SHidied Neurd Dissatidfied Disstisfed
lm Pocert | 478 53 21 92 55
| Resporses| 337 2%9 15 & )

Notes Percentsmy not add to 100 duetorounding. Not all questionswereanswered by all respondents.

Question 75: Main Reason for Dissatisfaction
with AHCCCS Doctors (Qualitative Question)

Based on 60 Respondents
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AHOOCSDoda Ligas & Yearsd Agea Qdar
Tad Respodats=430

Question 56: How Hidfied areyou thet your
AHCCOCSDoctar Ligens, by Consumear Respondat
Tatd Respondats=234

10 100
O 80
484 &0 9 484 60 526
; 40 L1 ; 201 N2
o o
D1 g8 201 90 77
28 44 47
0- = [ e 0- N B ==
\ay Sttidied| SHtidied Natrd | Dsstidied Disstigied Vay Stidied| Stidied Neutra Disstidfied Dissaigied
|| Peroat 479 H61 28 88 44 |l Peroat 526 342 90 77 47
| Rgoes| 26 % © 3 1 | Resorees] 123 80 2 18 1

Nates Raraantsmy nat add to 100duetoraunding Nt dl quetionswereamsnared by al repondents

Quedion 55: How Sidfied areyou thet your
AHOOCS Dodtar Ligens, by Praxy Respondart
Tatd Respondants=471

100
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. . o Very
Veay Stidied|  Stidied Neurd Disstidfied Dissigied
lm Percat | 454 359 28 100 59
| Respoees| 214 169 B 47 8

Nates Peroentsmy nat add to 100duetoraunding Not al questionswereansivered by al respondents

Noates Peroantsmy nat add to 100 duetorounding. Nat al quettionswereansvered by dl respondents

Quegtion 55; How Stidfied areyou thet your
AHOOCS Dodtar Ligens, for HCBS Consumers
Tatd Respondats=412

100
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Vay Stidied| Sidied Neutrd Disstidied Dissaigied
|l Peroat 600 21 07 70 32
| Responses 247 120 3 2 13

Noates Peroantsmy nat add to 100 duetorounding. Nat al questionswereansvered by dl respondents
Reautsby aurrent placament aredatigticaly different with ap-value=0.000
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Quegtion 56. How SHidied aeyouthet your

Question 60: AHOOCS Dodar Invdves Coauner

AHOOCSDodtor Ligans, for NFCorauma's inDedsanMaking
Tatd Respondats=293 Tad Reypondats=674
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Vay Stidied| Sidied Neutrd Dissttidfied Dissidied \Vay Stidied| SHidied Neutrd Disstidfied Disstigied
Im Pocet 07 440 41 13 89 lm Pecet | w2 %5 33 107 64
| R @ 129 © » ® | Resorees] 298 29 2 1 B

Nates Reroantsimy nat add to 100 duetorounding. Nat al questionswereansnvered by dl repondents
Reauitsby aurrent placamant aredatidicaly different with ap-value=0000

Quegion 60: AHCOCS Doctor [ nvadves Consumer

Nates Reroantsmy nat add to 100duetorounding. Nt dl quetionswereansaared by dl repondants

Question 60 AHOOCS Dodar Invaves Conaumer

iInDedsonMaking, 18to &4 Yearsof Age inDedsonMeking, 66 Yearsdf Agear Ade
Tatd Respondants=259 Tatd Repodais=415
100 10
80 &0
g % g Y ms
25
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201 127 20-
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27 36
0. = B = o = [
Veay Stidied| Stidied Neurd Disstidfied Dissigied \Vay Stidied|  Sidfied Neutrd Disstidied Disstigied
lm Percet | 425 31 27 7 70 lm Proat | 483 B7 36 94 60
| Respones| 110 a1 7 3 18 | Reporee| 188 148 5 2 5

Nates Peroentsmy nat add to 100duetoraunding Not al questionswereansivered by al respondents

Nates Reroantsmy nat add to 100 duetoraunding Nat dl questionswereansvered by al repondents
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Quedion 60: AHOOCS Doctor [nvdves Consume
in Dedgon Meaking, by Consuma Respondeant

Tatd Respondanis=216
100
&0
= 0100
; 04 7
o
21 14 74 56
04 [ s
. . o Very
Veay Stidied| Stidied Neurd Disstidfied Dissigied
lm Pecet | 500 357 14 74 56
| Respones| 108 77 3 16 ©

Nates Peroentsmy nat add to 100duetoraunding Not al questionswereansivered by al respondents

Question 60: AHOOCS Doctar [nvalves Consuer

in DedsanMaking, far HOBS Conauners
Tatd Respondants=387
100
&
. @l 571
o
o 40 %6
a
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Vay Sttidied| Sidied Neutrd Disstidfied Dissidied]
Im Pecet | 571 26 16 59 28
| Respoees] 21 126 6 3 1

Nates Peroantsmy nat add to 100 duetorounding. Nat dl questionswereansiered by dl respondents
Reaitshy current plecament arestidicaly different with ap-value=0000

Question 60: AHOOCS Dodtar Invalves Coaung

in DeasonMaking, by Praxy Respondart
Tatd Respondats=453
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L . o Very
ey Sttidied|  Stidfied Neurd Disstidfied Dissridied
|l Peroat 45 354 42 122 6.8
| Responses 190 162 19 56 3

Noates Peroantsimy nat add to 100duetoraunding. Nat al quetionswereansiered by al repondents

Question 60: AHOCCS Doctor Invalves Consumer
in Dedson Making, for NF Consuners

Totd Respondents =287
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|l Percat 268 394 56 171 112
| Resporses w 13 16 49 K2

Notes: Percentsmy nat add to 100 duetorounding. Not all questionswereanswvered by al respondents.
Reaultsby aurrent placement aredatigticaly different with ap-vaue=0.000
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Quetian67: AHOOCSDodar isReedrelde
Tad Regoorolats=686
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\ay Sitidied| Stidied Natrd | Disstidied Disstidied
o Recet | 485 1 45 108 60
| Reporse| 151 110 15 » 2D

Nates Reraantsmy nd add to 100duetoraunding Nat dl questionswereansnared by dl repandants

Quedion 67: AHOOCS Doctor isReecheble

Quedtion 67: AHCCCS Doctor is Reachable,

18to 64 Yearsof Age
Totd Respondents =242
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80
- 60
2
o 40 31
Q 24.4 231
20 161
i = W m
0 | —
Very Easy Easy Neutrd Hard VeayHard
m Percet 24.4 331 33 231 161
Responses 0 80 8 56 30

65 Yeasof Agear Adea
Tatd Respondants=364
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S © 382
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o 2 B |
ey Easy Easy Neutrd Hard VeyHard
|l Percat 267 382 39 170 143
| Resorses| &7 139 14 62 P

Notes Pearoantsmy nat add to 100 duetorounding Nat all questionswereansivered by al respondents

Notes Percentsmy not add to 100 dueto rounding. Not al questionswereanswered by al respondents.

Quedion 67: AHCCCS Doctor is Reechddle,

by Consumer Respondant
Totd Respondents=210
100
0
- 0
§ KSWA
40
g 21
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0 4 | —
Very Easy Easy Nevtrad Hard
|l Percert 281 357 29 195
| Responses ¢] 75 6 4

Notes Percentsmy not add to 100 duetorounding. Not all questionswereanswvered by al respondents.
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Quedion 67: AHOOCS Doctor isReecheble

by Proxy Respondent
Tatd Respondents=39%6
100
80
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0] 194 157
i o W W
0- |
ey Easy Easy Neutrd Hard VeyHard
lm Percat | 245 %64 40 194 157
| Resoees] @7 144 16 77 ®

Notes Pearoantsmy nat add to 100 duetorounding Nat all questionswereansivered by dl respondents

Question 67: AHOOCS Dodtar isReedhedle

by NF Consumars
Tatd Respondats=208
100
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- 178
i » W W
04 | —
\eay BEasy Easy Neurd Hard VeyHard
Im Pocat | 216 %5 29 22 178
| Resporees 45 76 6 V| 37

Nates Peroantsmy nat add to 100 duetorounding. Nat dl questionswereansiered by dl respondents

Quegion 67: AHCOCS Dodar isReechedle

by HCBS Consuma's
Tatd Respondants=398
100
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40
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0- |
ey BEasy BEasy Neurd Hard VeyHard
|l Percat 279 359 40 186 136
| Responses| m 143 16 74 A

Notes Peroantsmy nat add to 100 duetorounding. Not al questionswereansivered by dl respondents

Question 68: AHOOCS Dactar Frovides Hd p Nesded
Tatd Respondents=563

100
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. B e
Vey Stidied|  Sidied Nautrd Disstidfied Dissidied
lm Perot | 4 419 21 109 67
| Resporsss 218 238 2 62 3B

Notes Percantsmy nat add to 100 duetorounding. Nat all questionswereansivered by al repondents
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Quedtion 68: AHOOCS Doctor Rrovides Help Nesded

Quedtion 68: AHOOCS Doctar Provides Hep Nesded

18t064 Yearsof Age 65 Yeasof Agea Odea
Tatd Respondants=222 Totd Respondents =346
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o 4 T 407
o (ol
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23 20
o B o B e
Vey Stidied| Stidied Neutrd Disstidfied Dissigied Vay Stidied| SHidied Neurd Dissatidfied Dissticfied
|l Percert 369 405 23 n7 86 |l Percert 3.3 428 20 104 55
| Resporses] @ 0 5 % 19 | Resporses| 136 148 7 % 19

Notes Pearoantsmy nat add to 100 duetorounding Nat all questionswereansivered by al respondents

Quedtion 68: AHOOCS Doctar Frovides Help Niesded,

by Consumar Respondat
Tatd Respondants=192
100
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20+ 109 =
26
o e O -
. o o Very
Vey Stidied| Stidied Neutrd Disstidfied Dissigied
lm Percet | 375 432 26 109 57
| Responses /: 83 5 21 n

Notes Pearoantsmy nat add to 100 duetorounding Nat all questionswereansivered by dl respondents

Notes: Percentsmy nat add to 100 duetorounding. Not all questionswereanswvered by al respondents.

Quegtion 68: AHOOCS Doctor Provides Help Neaded,

by Praxy Respondert
Totd Respondents =376
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- o o Very
Vay Stidied| Hidfied Neurd Dissatidfied Dissaticfied
lm Percert 388 412 19 109 72
| Resporses] 146 155 7 4 z

Notes: Percentsmy nat add to 100 duetorounding. Not all questionswereanswvered by al respondents.
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Quedtion 68: AHOOCS Dodtar Provides Hel p Nesded,
by HCBS Conaune's

Tatd Respondants=375

Quedtion 68: AHCCCS Doctor Provides Help Needed,

by NF Consumers

Totd Respondents=193
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Vey Stidied| Stidied Neutrd Disstidfied Dissigied Very Stidfied|  Satidfied Neutrd Dissatisfied Dissatisfied
|l Peroart 27 405 21 9.3 53 m Percet 301 419 21 109 6.7
| Responees] 160 1% 8 % 2 Resporses| 218 28 © 62 3

Notes Pearoantsmy nat add to 100 duetorounding Nat all questionswereansivered by al respondents
Resultsby aurrent placeament aregatigticaly different with ap-vaue=0023

Quedtion 70: AHOOCS Dodiar Sons Regost
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*§' 01299
5 0 B4
a
Z)_
32 76 39
01 = = s
- . C e \ay
\Vay Stidied| Sidied Natrd | Dsstidied Disstidied
ln Pacat | 400 B4 32 76 39
| Ryorees] 3% P 2 52 Z

Naes Reroatsimy nat add to 100duetoraunding Nat dl questianswereansiered by dl repondents

Notes Percentsmy not add to 100 dueto rounding. Not al questionswereanswered by al respondents.
Resultsby current placement are gatidtically different with ap-value=0.023

Quedtion 70: AHCCCS Doctor Shows Respect,
18to64 Yearsof Age

Tota Respondents =269
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80
= 60 =02
; 40 - U6
o
20_
93
19 41
. B e
- - L Very
Very Satidfied|  Satidfied Neutrd Dissatisfied Dissatisfied
m Percet 502 34.6 19 9.3 41
Responses 135 93 5 25 11

Notes Percentsmy not add to 100 dueto rounding. Not al questionswereanswered by al respondents.
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Quedion 70: AHOOCS Doctor Shons Respedt,
65 Yeasdf Agear Ode

Tatd Respondats=420
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0- | [ s -
B . o Vary
Vey Stidied| Stidied Neutrd Disstidfied Dissigied
lm Percet | 408 360 41 64 38
| Resorses| 209 151 7 27 6

Notes Pearoantsmy nat add to 100 duetorounding Nat all questionswereansivered by al respondents

Quedion 70: AHOOCS Doctor Shons Respedt,
by Praxy Respondant
Tatd Respondais=4%4
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. . o Very
Vey Stidied| Stidied Neutrd Disstidfied Dissigied
lm Porcat | 476 350 42 84 49
| Responses 216 159 19 3B 2

Nates Peroentsmy nat add to 100duetoraunding Nat al questionswereansivered by al respondents
Reaultsby dient aregatigticaly different than praxy resultswith ap-vaue= 0045

Quedtion 70: AHCCOCS Doctar Shows Respedt,
by Consumer Respondat
Totd Respondents=235
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lm Poot | =5 %62 13 60 21
| Resporses| 128 85 3 14 5

Notes Percentsmy not add to 100 duetorounding. Not all questionswereanswvered by al respondents.
Reaultsby dient aregtatigicaly different than proxy resultswith ap-value=0.045

Question 70: AHOCCS Doctar Shows Respadt,
by HCBS Consumars

Totd Respondents =415

100
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o
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0- |
Vay Stidied| Hidfied Neurd Dissatidfied Disssticfied
|l Percat 593 330 12 43 22
| Resporses 246 137 5 18 9

Notes: Percentsmy nat add to 100 duetorounding. Not all questionswereanswvered by al respondents.
Reaultsby aurrent placement aredatigticaly different with ap-vaue=0.000
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Quedion 70: AHOOCS Doctor Shons Respedt,

by NF Consuma's
Tatd Respondats=274
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. iy L Very
Vey Stidied| Stidied Neutrd Disstidfied Dissigied
lm Percat | 358 301 62 24 66
| Resporses| 8 107 17 % 8

Notes Pearoantsmy nat add to 100 duetorounding Nat all questionswereansivered by al respondents
Resultsby current placeament aregatigticaly different with ap-value=0.000

Quegtion 72 AHCCOCS Doctar Congdars Quturd Neads,

Quedtion 72 AHCCCS Doctor Congders Quiturd Nesds

Totd Respondents=291
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|I Percert 402 488 34 52 24
| Resporses| 117 " 10 15 7

Notes Percentsmy not add to 100 duetorounding. Not all questionswereanswered by al respondents.

Quedion 72 AHOOCS Doctar Congdars Quturd Neads,

18to &4 Yearsof Age 6b Yeasd Agea Ade
Totd Respondents=102 Tad Respondats=139
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| Resorses| % 59 1 4 3 | Rsosee| @ 8 9 1 4

Notes Percentsmy nat add to 100 dueto raunding. Not &l questionswereanswered by dl respondents

Nates Peroantsimy nat add to 100 duetorounding. Nat dl questionswereansiered by dl respondents
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Quedion 72 AHOOCS Doctar Congdars Quturd Neads,
by Gonsumer Respondat

Tad Respondats=91
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o o
B . . Very
Vay Stified| Sttidied Neutrd Disstidfied Disstisied
Im Pocat | 407 506 22 55 11
| Resporees| & 46 2 5 1

Nates Peroantsimy nat add to 100 duetorounding. Nat dl questionswereansiered by dl respondents

Quedtion 72 AHOOCS Dodar Congdars Quiturd Neads,

Quedtion 72: AHCCCS Doctor Consders Culturd Needs,

by Proxy Respondent
Tota Respondents=200
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0- ! — s E
- - S Very
Very Satidfied|  Satidfied Neutrd Dissatisfied Dissatisfied
m Percet 40.0 48.0 40 5.0 30
Resporses 80 9% 8 10 6

Notes Percentsmy not add to 100 dueto rounding. Not al questionswereanswered by al respondents.

Quedtion 72: AHCCCS Doctor Consders Culturd Needs,

by HCBS Conaune's by NF Consumers
Tatd Regoondents=171 Totd Respondents= 120
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|l Peroat 480 439 35 41 06 @ Percet 292 55.8 33 6.7 50
| Resporses (s 75 6 7 1 Resporses b 67 4 8 6

Notes Pearoantsmy nat add to 100 duetorounding Nat all questionswereansivered by al respondents
Resultsby aurrent placeament aregatigticaly different with ap-vaue=0.006

Notes Percentsmy not add to 100 dueto rounding. Not al questionswereanswered by al respondents.
Resultsby current placement are gatidtically different with ap-value=0.005




CAREGIVERSIN THE HCBSENVIRONMENT



Qetion& Mad Injpartat Savices
for HOBS Comauna's

Tatd Respondants=287
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Attencent Care| Housekegpirg Rar:m_acare NusingCare | HareMedls I-lme_Haalth
Aide Ace
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[ nme| 1 5 a » 2 P

Nates Peroantsmy nat add to 100duetorounding. Nat al questionswereansivered by al repondents

Question 82 Mo Important Sarvices
for HCBS Consuma's, 65 Yearsof Agear Olde
Totd Respondats=151
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Notes Percentsmy not add to 100 duetorounding. Not all questionswereanswered by all respondents

Quegtion 82 Mot Important Sarvices
for HCBS Consumers, 18- 64 Yearsof Age
Totd Respondents=136
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Notes Percentsmy not add to 100 dueto rounding. Not all questionswer eanswvered by al respondents.

Quegtion 822 Mogt Important Services
for HCBS Consumers, by Consumer Respondent

Totd Respondents = 163

100
80
g 60
[S]
o}
o 40 325
20.9
201 . 135 7 SARe, 07
o] B N W
Attendant Care| Housekeeping Flarsard Cae Nursing Care | Home Meds Hcme‘Health
Aide Aide
[mPecet| =25 209 135 117 110 104
[ Nurber 53 % 2 19 18 17

Notes: Percentsmy not add to 100 dueto rounding. Not all questionswer e answered by all respondents.
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Qetion& Mot Inpartat Savices
for HOBS Coraurers by Fraxy Respondant
Tad Respondats=124
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Nates Peroantsmy nat add to 100 duetorounding. Nat dl questionswereansiered by dl respondents

Quegtion 96. Oveard| St Fadtionwith Housskegpe

(Basad on Reporse framQuetion &)

Tad Regponss=43
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|l Peroat 465 26 70 116 23
| Rgoresl @ 14 3 5 1

Nates Peroantsmy nat add to 100duetorounding. Nat al questionswereansivered by al repondents
Realltsby typedf caregiver(i.e attendant, housskesper, persondl careaide, medl srvicg nursear home
hedlth aide) aregatidicaly different with ap-vaue=0013

Quedion 96. Ovedl Saidaction with Attendant
(Basad on Response from Quedtion 82)
Totd Responses=103
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| Respornses LS 23 1 2 1

Notes Percentsmy not add to 100 dueto rounding. Not all questionswer e answvered by al respondents.
Results by type of caregiver (i.e attendant, housekesper, personal careaide, meal service nurseor home
hedlth aide) arestatistically different with ap-value= 0013

Quegion 96. Oveardl Sidadtionwith Rersond Care Aide
(Based on ResponseframQuetion 82)
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Notes Percentsmy not add to 100 duetorounding. Not al questionswereansivered by al respondents
Resultshy typedf caregiver (i.e attendant, housekesper, personal careaide, med sarvicg nursear home
hedth aide) aresatidicaly different with ap-value=0013
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Quedion 9 Ovadl Stidedtionwith Hore Ddivered Med
SviceWorker (Based on Response framQuestion &)

Tad Regoes=3
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Ndes Reroantsmy nat add to 100duetorounding Nt dl questionswereamsnered by dl respondants
Reaitsby typed caregve (i.e atendant, hausskesper, persnd careade, med svice nursear hame
hedthade) areddidicdly differet withapvaue=0013

Quedion 96: Ovedl Saidactionwith HomeHedth Aide

(Bassd on Response from Question 82)
Totd Regponsss=29
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Notes Percentsmy not add to 100 duetorounding. Not all questionswereanswered by all respondents
Resultsby typeof caregiver(i.e attendant, housskesper, personal careaide, med service nurseor home
hedlth aide) aresatigtically different with ap-value=0.013

Quedtion 96: Overd| Saidfactionwith Nurse
(Based on Response from Question 82)
Tota Responses=36
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Notes: Percentsmy nat add to 100 dueto rounding. Not all questions were answered by al respondents.
Realltsby typeof caregiver (i.e attendant, housekeeper, personal careaide, meal service, nurseor home
heelth aide) are satigticaly different with ap-value=0.013

Question 96: Overd| SHidfactionwith

HCBS Caegver
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Notes Percentsmy nat add to 100 duetorounding. Nat &l questionswereanswered by all respondents
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Quetion %6 Oveard|l Sidadionwith
HCBSCaggva, 18to64 Yearsdf Age

Quedion 96: Overdl Satidfactionwith

HCBS Caegiver, 65 Yearsof Ageor Older
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Nates Peroantsmy nat add to 100duetorounding. Nat al questionswereansivered by al respondents

Quetion %6 Ovardl Hidadionwith
HCBS Careggver, by Comsuma Respondant

Tatd Respondats=161
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Nates Peroantsmy nat add to 100duetorounding. Nat al questionswereansivered by al respondents
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Notes: Percentsmy not add to 100 dueto rounding. Not all questionswer e answer ed by all respondents.

Quedtion 96; Overd| Satidactionwith
HCBS Caegver, by Proxy Respondent

Totd Respondents=122
D10
57
[&]
T 7
Z)_
00 08 25
0_ | s I
\eystified| Stidied | Natrd | Dsstidied | Y
Dissatisfed
ln Pecet | e0 287 00 08 25
| Resposs| & % 0 1 3

Notes Percentsmy not add to 100 duetorounding. Not all questionswereanswvered by al respondents.
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Quedtion 97 WhetisManRessonfor Satifedti - Question 98: What is Main Reason for Dissatisfaction
with HCBS Caregivers (Quelitative Question) with HCBS Caregjivers (Qudlitative Question)

Basad on 127 Respondents
Based on 15 Respondents

Poor Work Ethics
67%

Does Not Listen
33%

Notes Not all quetionswereansvered by all respondents Notes: Not all questions wer e answer ed by all respondents.
Quetion & How Stidfied areyou thet your Quedtion 85 How Sidfied are you thet your
HCBSCagyve Lidas HCBS Caegiver Lidens, 18to 64 Yearsof Age
Tatd Respondats=283 Totd Respondents= 135
100 100
& &0 & 682
B B
T 4 T 401
a 216 a n7
11 - 11 07 ) 15
0l [ 0 |
. . N \ay - - S Very
\Vay Stidied|  Stidied Natrd | Dsstidied Disstisierd Vey Sttidied| Sidied Neutrd Disstidfied Disstisfied
ln Prot | 650 276 11 53 11 lm Pooet | 682 237 07 59 15
| Resoreesl 184 78 3 15 3 | Resorses] @ 2 1 8 2
Nates Peroantsmy nat add to 100duetorounding. Nat al questionswereansivered by al respondents Notes: Percentsmy not add to 100 dueto rounding. Not all questionswer e answer ed by all respondents.




Quetion & How Sttidied areyou thet your
HCBSCagyve Liga, 6bYearsaf Agear Ader

Tad Respondats=148
10
&0
@22
57
[&]
T 41 i
a
Z)_
0 |
o . _— \ay
ey Stidied| Sidied Natrd | Disstidied Disstidied
o Prot | w2 31 14 47 07
| Reoree| @ % 2 7 1

Notes Peroantsmy nat add to 100 duetorounding Nat al questionswereansivered by dl respondents

Quedtion & How Stidfied areyou thet your
HOBSCaegve Lidas, by Praxy Respondat

Tad Respondanis=121
10
0
669
g |
LRy %65
Z)_
17 41 08
0 |
\oyStisied| Stisied | Natrd | Disstisied | V0V
Disstisfied
lm Pooat | 669 %5 17 41 08
| Regosesl 81 2 2 5 1

Notes Perontsmy nat add to 100duetoraunding Not all quetionswereansivered by al respondents

Quedion 85: How Sidfied areyou thet your
HCBS Caregver Ligens, by Consumer Respondent

Tatd Respondents=162
100
5
636
— 601
o
(&)
3 ] B4
m- I 62
06 : 12
0. -
Veystigied Stified | Natrd | Dsstidfied | @
Dissatisfed
ln Peot | @6 284 06 62 12
| Reporees] 103 % 1 10 2

Notes: Peroantsmy nat add to 100 duetorounding. Not all questionswereansivered by al respondents.

Quetion 86: HCBS Caregive Invalves Consumer

inDedsonMaking
Totd Respondents=252
100
0]
607
B
(&)
o 407 38
a
m-
28 44 04
0 )  —
. . L \ey
Vay Stidied|  Stidied Natrd | Disstidied Disstisied
o Poort | @7 3ls 28 44 04
| Resoree| 153 80 7 1 1

Notes: Percentsmy nat add to 100 duetorounding. Not all questionswereanswered by al respondents.
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Quedion 86: HCBS Caegver Invdves Consumer
inDeasonMeking, 18to 64 Yearsof Age

Quedtion 86: HCBS Caregiver Invalves Consumer
in Decdson Making, 65 Yearsof Ageor Older

Tatd Respondants=117 Tota Respondents =135
100 100
0] 0
633 535
% 60 % 60
i i Al
g X o1 g o
20 20+
17 o1 09 37 37 00
0- [ 0- [ ! :
Vay Stidied|  Stidfied Nautrd Dissticfied Disstiied Vay Stidied| SHidied Neutrd Dissatidfied Disstiied
lm Pt | @3 291 17 51 09 lm Pecet | 585 A1 37 37 00
| Resoorses| A A 2 6 1 | Resporses N 46 5 5 0

Noates Perontsmy nat add to 100duetoraunding Not all quetionswereansivered by al respondents

Quedion 86. HOBS Caeg ver Invaves Conaumg
in Deason Meking, by Consumer Respondant

Tatd Respondants=144
10
0]
% o576
o 40 319
a
D1 63
35 - o7
0- | | -
Vay Sttidied|  Stidied Neautrd Dissticfied Disstidied
ln Pooat | 576 319 35 63 07
| Reosesl 8B % 5 9 1

Notes Perontsmy nat add to 100duetoraunding Not all quetionswereansivered by al respondents

Notes: Percentsmy not add to 100 dueto rounding. Not all questionswer e answer ed by all respondents.

Quedtion 86 HCBS Caregiver Invalves Consumer
in Deddon Making, by Proxy Respondent

Totd Respondents=108
100
&
648
B
T 407 35
a
m_
19 19 00
O_
\eyStiied| Stified | Natrd | Disstisied | _ 2V
Dissatisfied
lm Perot | o8 315 19 19 00
| Resporses N A 2 2 0

Notes Percentsmy not add to 100 dueto rounding. Not all questionswer e ansvered by al respondents.
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Qetion87: HABSCaggyver isReeddde

Tad Regpodats=272
10
50
§ 01—=-18
(&)
T O 8
D1 3
52 29
O_ - - | i
\ay By By Naird Hard VeyHad
o Pecat | =18 28 103 52 29
| Regoresl 141 81 B 14 8

Nates Reroantsmy nat add to 100duetorounding. Nt dl quetionswereansiared by dl repondents

Quedion87: HCBSCaregver isReedhedle

Quedion87: HCBSCareg ver is Reedhedle

18to &4 Yeasdf Age
Tatd Respondats=131
1000
800
- 600 50
2
E 4001 20
200-
69 6.1 a1
00 - - | I
\ay BEasy Bay Natrd Hard VayHard
lm Poreat | 550 290 69 61 31
| Resoress 4 3B 9 8 4

Noates Peroantsmy nat add to 100 duetorounding. Nat al questionswereansvered by al respondents

Quegtion 87: HCBS Carggiver is Reachddle

65 Yeasdf Agear Ade
Tatd Regpondants=141
10
&
0
e 489
2
g 5
20- 135
43 28
0- . | — s B
\ay BEasy Basy Naurd Hard VayHard
ln Pocat | 489 05 135 43 28
| Resoresss @ 43 19 6 4

by Consumer Respondent
Totd Respondents= 155
100
L)
= 510
2
S ® 84
m .
I 103 65 29
04 [ ] 1 o
Very Easy Easy Neutrd Hard VeyHard
B Pecat | 510 284 103 65 39
Responses N 4 16 10 6

Notes Perontsmy nat add to 100duetorounding Not al quetionswereansivered by al respondents

Notes Percentsmy not add to 100 dueto rounding. Not all questionswer e ansvered by al respondents.



Quedion 87: HCBS Caregiver isReachdble, Quetion 88 HOBSCaregve
by Proxy Respondent Provides Hdlp Nesoked
Totd Respondents =117 Totd Respordants=237
10 100
0 0
032
- 601—536 g o=
8 o
S B o 25
a S1Ns) o
] 84
21 03 38 21
- 34 17 0- - — —
04 = \aySiified| Stidied | Natrd | Dissatisied | &Y
Very Easy Easy Neutrdl Hard VayHard Dissatisfied
Im Percet | 530 316 103 34 17 I Poot | =32 25 84 38 21
| Resporses| & 37 © 4 2 | Resporees] 126 77 P 9 5

Notes Percentsmy nat add to 100 dueto rounding. Not all questionswer e answered by dl respondents.

Quedtion 88: HCBS Caregiver
ProvidesHep Nesded, 18to0 64 Yearsof Age

Noates Peroantsmy nat add to 100 duetorounding. Nat al questionswereansvered by al respondents

Quedion 88: HCBS Caregiver
ProvidesHdp Nesded, 65 Yearsof Agear Older

Totd Respondants=116 Totd Respondents=121
100 100
& &
— 601+—535 ~ @&1—529
o o
(&) (&)
o 401 28 o 40 P2
a a
21 D1 99
69 52 17 25 25
o i M o 0 e
Veay Stidied|  Stidied Neutrd Disstidfied Dissidied Vay Stidied| Hidied Nautrd Disstidfied Dissigied
lm Pt | =35 28 69 52 17 lm Poet | 529 22 99 25 25
| Resreesl & 3 8 6 2 | Resoreses] 64 3 2 3 3

Notes Percentsmy nat add to 100 dueto rounding. Not all questionswer e ansiered by dl respondents.

Notes: Peroantsmy nat add to 100 duetorounding. Not all questionswereansivered by al respondents.



Quegtion 88 HABSCaegve

Quedtion 88: HCBS Caregiver

Frovides Hd p Nesded, by Consumer Respondat Provides Help Needed, by Proxy Respondent
Tatd Respondats=135 Totd Respondents= 102
10 100
0 80
o ol 588
8 | = g
T A7 B3 T 407 3t#
o o
D1 oz} 201
44 30 59 29 10
01 - | = 04 [ )
. . e ey - - e Very
Vay Stidied| Stidfied Natrd | Dsstidfied Disstidiad Vay Stidied| SHidied Neutrd Dissatidfied Disstiied
o Poort | 49 33 104 44 30 lm Percart 588 314 59 29 10
| Respresl 66 5 U 6 4 | Resporses| €0 2 6 3 1

Nates Peroantsmy nat add to 100duetorounding. Nat al questionswereansivered by al respondents

Quedion 91: HCBS Caegver Shons Repect

Tatd Respondants=283
1
0T @3
B
i %5
Z)_
11 25 07
O_ | |
\eyStified| Stiied | Ntrd | Disstiied | 2
Dissisfied
ln Pooat | @03 %5 11 25 07
| Respoeesl 1% e 3 7 2

Notes Perontsmy nat add to 100duetoraunding Not all quetionswereansivered by al respondents

Notes: Percentsmy not add to 100 dueto rounding. Not all questionswer e answer ed by all respondents.

Quegtion 91 HCBS Caregiver Shows Respect
18t064 Yearsof Age
Totd Respondents= 136

100
012
B
I 272
z)_
00 29 15
0- [
Vey Stified| Stiied | Netrd | Disstiied | _ &Y
Dissatisfied
Im Poost | 634 272 00 29 15
| Resorses| @ 37 0 4 2

Notes: Percentsmy not add to 100 dueto rounding. Not all questionswer e answer ed by all respondents.
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Quetion 91: HCBS Caregvear Sons Respect

65 Yeasd Agear Ade
Total Respondats =147
100
DT
B
4)_
E 59
Z)_
20 20 00
0] Ver
\Vay SHidied| Sidied Natrd | Disstidied Disstigied
m Pt | m1 259 20 20 00
| Regoees 18 3 3 3 0

Notes Perontsmy nat add to 100duetoraunding Not all quetionswereansivered by al respondents

Quedion 91: HCBS Caegver Shons Repect

by Praxy Respondent
Tatd Respondanis=120
f30) 742
g
(&)
o 47
o 242
Z)_
08 08 00
0_
Vay Stidfied| Stified | Natrd | Disstidied \ay
Disstisied
|l Peroat 742 242 08 08 00
| Resporess @ ) 1 1 0

Notes Perontsmy nat add to 100duetoraunding Not all quetionswereansivered by al respondents

Quedtion 91: HCBS Caregiver Shows Respect
by Consumer Respondent
Totd Respondents= 163

100
80
&6
5
I 282
z)_
12 37 12
0 o
Vey Sttified|  Stified | Netrd | Dissatisfied | _ &Y
Dissatisfied
lm Pooat | 656 282 12 37 12
| Resporses] 107 46 2 6 2

Notes: Percentsmy not add to 100 dueto rounding. Not all questionswer e answer ed by all respondents.

Quegtion 96: HOBS Caregver Corddars Qulturd Neads

Tatd Respondants=142
10
)
o %6
S B0
T 4
o
Z)_
49 07 a7
0 |
\eyStified| Stified | Natrd | Disstidied | Y
Disstisied
ln Prot | 6 B0 49 07 07
| Ryl @ 5% 7 1 1

Notes Peroantsmy nat add to 100 duetorounding. Not al questionswereansivered by dl respondents
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Quedion 5. HCBS Caregvar Conadars Qulturd Neads,

Quegtion 95: HCBS Caregvar Conddars Culturd Neads

18to &4 Yearsof Age 65 Yearsof Ageor Older
Tatd Respondats=58 Totd Respondents=8&4
100 100
0] 0]
603
= 01 = 01524
2 3 105
a} 0 U5 aj 201
(ol [a
] 17 17 17 ] 1 00 00
0- ye 01 [ 1 : —
Vay Sttidied|  Stidfied Nautrd Dissticfied Disstiied Vay Stidied| Hidied Nautrd Disstidfied Dissigied
ln Proat | a3 %5 17 17 17 ln Pecet | 524 405 71 00 00
| Rgorees. & 20 1 1 1 | Resoees] 4 % 6 0 0

Noates Perontsmy nat add to 100duetoraunding Not all quetionswereansivered by al respondents

Notes: Peroantsmy nat add to 100 duetorounding. Not all questionswereansivered by al respondents.

Qetion® HABSCaegver CoadasQutud Nexy Quedtion 95: HCBS Caregiver Congdas Culturd Nesds,

by Coraume Respodat by Proxy Respondent
Tad Regpodats=73 Totd Respondents=69
10
0 &
609
— @ = 60 1
§ o4 52 §
0 40
E gf 14
Z)- m- I 87
14 14 14 00 00
0 — = 0 [ 1 —
\ay Hidied| Stidied Natrd | Dssidied Disstidid ey Satidied|  Stidfied Neutrd Disstidfied Dissigied
o Rt | =7 52 14 14 14 lm Perost | 609 204 87 00 00
| Rspres 3 1 1 1 | Resoress|l @ 2 6 0 0

Nates Reraantsmy nat add to 100duetoraunding Nt dl questionswereamsnered by al repondants

Notes Percentsmy not add to 100 dueto rounding. Not all questionswer e answvered by al respondents.
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Question 203: Consumer Lives Alone or With Someone

Total Respondents = 382

With Someone
(N = 290)
76%

Alone (N =92)
24%

Note: Not all questions were answer ed by all respondents.

Question 203: Consumer Has Family and/or Friends Near

Total Respondents = 72

No (N = 16)
22%

Note: Not all questions were answer ed by all respondents.
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Quegtion 100: Modt Impartant Savices
for Comaumersin Nurang Fadlities
Tatd Respondats=4A

10
a
T -
g
E 40+ 36
Z) .
0 . - | s I
NursngCare | NusdsAide | Sodid Sarvices mgﬁz"‘:
BPecat| 503 316 63 28
Nber| 28 156 a 14

Notes Perontsmy nat add to 100duetorounding Not al quetionswereansivered by al respondents

Quetion 100 Mot Inpartart Savicesfar Consune's
inNurang Fadlities, 65 Yearsof Agear o

Tatd Respondants=320
10
a
47
o m i
g
b 40 1 ook
Z) .
38 25
04 —
NursngCare | NusdsAide | Sodid Sarvices mgﬁz"‘:
BPacet| 647 21 38 25
Nber| 207 %3 % 8

Notes Perontsmy nat add to 100duetoraunding Not al quetionswereansivered by al respondents

Question 100: Most Important Services for Consumers
in Nursng Fecilities, 18to 64 Years of Age
Totd Respondents= 174

100
80
g 60 297
b 40 362
20 . 109
0 [ ] —
NursngCare | NursesAide | Social Savices | 1"oopetlc
mPercent| 494 3.2 109 35
Number 86 63 19 6

Notes: Percents my not add to 100 dueto rounding. Not all questions wer e answered by all respondents.

Question 100: Most Important Services for Consumers
in Nursing Facilities, by Consumer Respondent
Totd Respondents =53

100
80
3 07T
b 40 358
38
0 [
NursngCare | NursesAide | Social Sarvices | 1"oopeltlc
M Percent 47.2 35.8 132 38
Number 25 19 7 5

Note: Not all questions wer e answered by all respondents.
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Question 100: Mo Inpartant Savicessfar Comaune's
inNurang Fadlities, by Praxy Respondent

Tatd Respondanis=441
100
0
= 608
5 50
5 o St
20
54 27
0 | — e
NursngCare | NusésAide | Sodd Savices Th‘g’z"c
BPgoat 608 311 54 27
Nurrber 268 137 24 1

Notes Peraentsmy nat add to 100 duetorounding. Nat al quetionswereansivered by al respondents

Qetion120;: Overdl StifadionwithNurse

(Basd on Regponseto Questian 100)
Tad Regposs=21
10
80
g 430
o 40
(ol
20_
a7 52 10
0 | —_—
Vay o e Vay
Stidied Sidied | Naurd | Dsstidfied Sistidied
0 Prcat | 502 80 07 52 10
Reyoees| 146 15 2 15 3

Nates Reraantsmy nat add to 100dueto raunding. Nat dl questionswereansnered by dl respondants
Resutshy typedf caregver(i.e nursgsaide nurss thergpi and sodd worker) aredatidticaly
dffeet withapvadue=0022

Quetion 120: Oved| Sidactionwith Nursg sAide

(Based on Responseto Question 100)
Totd Responses=14
100
80
g © 474
o
o 40357
o
1 32 ™
26
O_ | o | - /=
Very g —— Very
Sidied Stidfied Neurd | Disttidied Disstidied
B Paoat | 357 414 32 110 26
Regoonss 55 73 5 17 4

Notes Percentsmy nat add to 100 dueto raunding. Not &l questionswereanswered by al respondents
Resultsby typeof caregiver(i.e nursg saide nurse therapist and socia worker) aredatigtically
different with ap-value=0.022

Question 120: Overdl Satifactionwith Thergpist

(Based on Response to Question 100)
Totd Responses=12

100
80
o 583
8
ED 40 2272
(a1
201 83
0. 00 - 00
Very g e Very
Stidied | Neura | Dissatisfied
Sttidied St : I Diesatisfied
B Pecat | 333 583 00 83 00
Regonss 4 7 0 1 0

Notes: Percentsmy not add to 100 dueto rounding. Not al questionswereanswered by al respondents.
Resultsby typeof caregiver (i.e. nursg saide, nurse, therapist and socia worker) aredatigtically
different with ap-value=0.022
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Quedion 120: Overd| SHidactionwith Sodd Worker

(Bassd on Responseto Quetion 100)
Tatd Regponsss=31
100
80
sl B
: 40
2 258
1 . 32 il 32
O_ | — | - __
Very 6 S Very
Sridied Sidied Neurd | Disatidfied Disticfed
0 Peromt | 581 58 32 97 32
Responsess 18 8 1 3 1

Notes Peroantsmy nat add to 100 duetorounding Nat al questionswereansivered by &l respondents
Resultsby typedf caregver(i.e nurse saide nurse thergpist and soda worker) aredtatistically

different with ap-value=002

Quesion 120: Oveardl Sidadionwith
NFCaegve, 18to64 Yeasdf Age

Tatd Responsss=201
100
80
= 60
g 433 448
o 401
o
a 15 8> 20
o ] '
Vay . e Very
Sridied Stidied Neurd | Dissatidfied Disticfed
B Percat 33 4.8 15 85 20
Resoonss 87 0 3 17 4

Notes Perontsmy nat add to 100duetorounding Not al quetionswereansivered by al respondents

Quegtion 120: Overd| Sidactionwith NF Caregiver

Totd Responges =47
100
80
— 60
§ 459 437
o 401
o
20_
71
18 15
0. o
Very - N Very
Sxidfied Stidied Neutra | Disstidfied Disstidiod
@ Percat 459 437 18 71 15
Responses| 251 239 10 39 8

Notes Percentsmy not add to 100 dueto rounding. Not all questionswer eanswvered by al respondents.

Quedtion 120. Overd| Satlidactionwith

NF Caregver, 65 Yearsof Ageor Oder

Totd Responses=346
100
80
= 60
474
§ 431
v 40
o
20_
20 64 12
04 |
Very - N Very
Sxidfied Stidied Neutra | Disstidfied Disstidied
B Percat 474 31 20 64 12
Resoonss 164 149 7 22 4

Noates Percentsmy not add to 100 duetorounding. Not all questionswereanswvered by al respondents.
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NF Caregjver, by Consumer Responoart NF Caregver, by Proxy Respondent
Totd Respondarts="75 Totd Respondents =472
100
100
0 80
~ 60
g T W 8 462 432
40_
40+ oo
B o
201 80 207 ”1 70 1o
13 -
0- R o 1 v
\Y - S Y, ey - L ery
S’:tiziyed Stified | Neurd | Disstigied Dssateir;‘/ied Saicfied Stified | Neurd | Disatisfied Distidied
O Percat 270 267 00 80 13 @ Percat 46.2 432 21 70 15
Resoorsss 3 35 0 6 1 Regoonses 218 204 10 33 7
Notes Peroantsmy nat add to 100 duetorounding Not all questionswereanswered by all respondents Notes Percentsmy not add to 100 dueto rounding. Nat al questionswere answered by al respondents.

Question 125: What isMain Ressonfor Stifadtion  Question 126: What is Main Reason for Dissatisfaction
with NF Caregivers (Qualitative Question) with NF Caregivers (Qualitative Question)

Based on 347 Respondents Based on 37 Respondents

Inconsderate
14%

Does Not Listen

Turnover with 2%
Saff
21%

Notes: Not all questionswer e answered by all respondents.

Notes: Not all questionswere answered by al respondents
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Quegtion 102 How Hidfied areyou thet your

Question 102: How Sidfied are you thet your

NF Caregve Ligens NF Caregiver Ligens, 18to0 64 Yearsof Age
Tatd Respondants=547 Totd Respondents =199
100 100
80 80
§ 444 453 § 442 432
o 40 o 407
a a
20 20+
66 85
13 24 15 25
0_ - e 0_ - /=
Very e e Very Very - S Very
Sridied Sidied | Neurd | Disstidied Disticfed Srtidfied Stidfied Neura | Disstified Disstidfied
O Peoat 44 453 13 6.6 24 O Percat 442 432 15 85 25
Regoonsss| 243 248 7 36 13 Responses 88 86 3 17 5

Notes Perontsmy nat add to 100 duetoraunding Not al quetionswereansivered by al respondents

Quedtion 102 How Sidfied areyou that your
NF Caregiver Ligens 65Yeasaf Ageor Older

Notes: Percentsmy not add to 100 dueto rounding. Not all questionswer e answer ed by all respondents.

Quegtion 102 How SHidied aeyouthet your
NF Caregve Ligens, by Consumar Respondant

Totd Respondents =348 Tatd Respondents=75
100 100
80 80
466
g 445 g 427 “
o 401 o 407
(ol (ol
2 55 207 107
12 - 23 27
o — 0. S
Very - e Vey Vay - e Vay
Sxidfied Sidfied Neurd | Distidfied Disstidied Sidied Sidied | Neurd | Dsstidfied Disstidfied
O Percant 45 466 12 55 23 0 Percat 7 M 00 107 27
Regonsss| 155 162 4 19 8 Responsss| 32 3 0 8 2

Notes Percentsmy nat add to 100 duetorounding. Nat all questionswereanswered by al respondents

Nates Peroantsmy nat add to 100 duetorounding. Nat al questionswereansivered by dl respondents



Quetion 102 How Hidied areyouthet your

NF Caegve Ligans by Praxy Respondat
Tatd Respondants=472
100
80
= 60
§ 47 456
o 40
(al
Z)_
0_ - =
Vay - - Vay
Sidied Stidied | Naurd | Dsstisfied Distidfied
B Peoat M7 56 15 59 23
Resoss| 211 215 7 28 1

Nates Peroantsmy nat add to 100duetorounding. Nat al questionswereansivered by al repondents

Quedion 103: NF Careg ver Invalves Consumer
inDedsonMaking, 18to64 Yeasdf Age

Tatd Respondents=191
100
80
‘%’ 60 466
382
v 40
o
207 o 00 ”
N m
Vary e S Vay
Sidfied Stidied Neura | Dissaidfied Dissticfied
@ Percat B2 466 21 100 31
Regoonses 73 89 4 19 6

Question 103: NF Caregiver Invalves Consumer

in Dedson Making
Totd Respondents=512
100
80
g 473
§ 412
o 401
o
20_
80
10 25
0_ - /=
Very - L Very
Sxidfied Stidied Neutrd | Disstidfied Disstidied
@ Percat 12 473 10 80 25
Regorses| 211 242 5 41 13

Notes Percentsmy not add to 100 dueto rounding. Not all questionswer eanswvered by al respondents.

Quegtion 103: NF Caregiver Invalves Consumer
in DeddonMaking, 65 Yearsof Ageor Older

Noates Peroantsmy nat add to 100 duetorounding. Nat al questionswere ansivered by all repondents

Totd Respondents=321
100
80
— 60
§ 430 477
o 407
o
201 03 69 29
0_ - | s I
Very - L Very
Sxidfied Stidied Neutra | Disstidfied Disstidied
B Percat 430 477 03 6.9 22
Respoonses 138 153 1 22 7

Notes Percentsmy not add to 100 dueto rounding. Not all questionswer e answvered by al respondents.
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Quetion 103 NF Caregver Invdlves Conaumer

in Deason Meking, by Consumer Resoondart
Tad Repodats=71
100
80
= 60
g 23 o7
o 401
o
201 127
Q0 14
T Vay
Stidiad Stidied | Naurd | Disdified Ditidiad
B Pocat | 43 B7 00 127 14
Regoss| 30 31 0 9 1

Nates Reroantsmy nat add to 100duetorounding. Nt dl quetionswereansaared by dl repondents

Qetion104 NFCaeyve isReedede

Quedtion 103: NF Caregiver Involves Consumer
in Dedson Making, by Praxy Respondent

Tota Respondents=441
100
80
2 6 779
g 410
v 407
[a
204
73
11 27
0_ - | s I
Very - L Very
Stisied | Neurd | Dissatisfied
Sidfied St : S Digstified
B Pecat | 410 79 11 73 27
Regponsss 181 211 5 32 12

Notes: Percentsmy not add to 100 dueto rounding. Not all questionswer e answer ed by all respondents.

Quesion 104: NF Carggiver isReachddle

18to 64 Yeasof A
Tad Respondats=531 _ &
Totd Respondents= 196
100 100
& 80
- &0 — 60
8 6 46 3 429 388
O 401 o 40
o a8
201 201
75 9.7 56
15 38 31 -
0- = s 0- — [1] I -
Vaybsy | By Neutrd Hxd | VeyHad Very BEasy Eay Neutral Hard VeayHard
0 Pecat 456 416 15 75 38 I Percent 129 B8 31 9.7 56
Regonsss| 242 221 8 40 2 Regponses 84 76 6 19 11

Nates Reroantsmy nat add to 100duetorounding. Nt dl quetionswereansaared by dl repondents

Notes: Percentsmy not add to 100 dueto rounding. Not all questionswer e answer ed by all respondents.

Results by age group are dtatigticaly different with ap-value=0.029
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Quegion 104 NFCaayve isReeddde

6b Yeasd Agea Ade
Tad Respondats=33%
100
80
R
g ; 433
O 401
(al
1 63
: 27
0. R i =
VeryBasy Basyy Neutra Hrxd | VayHad
B Pocat | 472 43 06 63 27
Regoses| 158 145 2 21 9

Nates Peroantsmy nat add to 100duetorounding. Nat al questionswereansivered by al repondents

Realltsby agegroup aredatigicdly different withap-value=0029

Quegion 104 NFCaggve isReeddde

Quesion 104: NF Caregiver isReedhddle

by Consumer Respondert
Totd Respondents=75
80
— 60
g 400
& 273
200
201 . 73 I 55
0l [ s
Very Easy Easy Neutrd Hard VeyHard
B Pecat | 400 200 73 273 55
Regorees| 22 1 4 15 3

Notes: Percentsmy not add to 100 duetorounding. Not all questionswereanswered by al respondents.
Realtsby dient aregatigicaly different than proxy resultswith a p-value=0.000

Question 105; NF Caregver Provides Hdp Nesded

by Praxy Respondat
Tad Respondats=45%
80
2 0T
g 445
o 40
o
20_
46 35
0- o | s I
VayEasy Basy Neutra Hard VayHard
O Pacat | 467 445 Q7 46 35
Regoness| 213 203 3 21 16

Nates Peroantsimy nat add to 100 duetorounding. Nat al questionswereansiered by dl respondents
Reaitshy dient arestigticaly different than praxy resultswith ap-value=0000

Totd Respondents=524
100
80
= 60 527
2 307
v 407
o
20_
04 6.1 12
04 [ :
Very e e Very
Sxiied Sidied Neurd | Dissatidfied Dissstidfied
O Percat 07 27 04 6.1 12
Regonsss| 208 276 2 32 6

Notes: Peroantsmy nat add to 100 duetorounding. Not all questionswereansivered by dl respondents.
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Quedtion 105: NF Caregiver Quetion 106: NF Caegver
ProvidesHep Nesded, 18to 64 Yearsof Age ProvidesHdp Neaded, 65 Yearsof Agear Qo
Totd Respondants=191 Tatd Respondats=333
100 100
80 80
= 60 534 = 523
414
N 3 .
o o
201 20-
73 54
ol L1 = 16 . w >t 09
Very e e Very Very e N Vary
Sxidfied Stidied Neurd | Distidfied Distidiod Srtidied Sidfied Neurd | Dsstidied Dissticfied
B Percant 6.7 534 11 73 16 0 Percat 414 23 00 54 09
Regoness| 70 102 2 14 3 Regorss| 138 174 0 18 3

Notes Percentsmy nat add to 100 dueto rounding. Not all questionswer e ansivered by dl respondents.

Quegtion 105: NF Caregiver
Provides Help Nesded, by Consumer Respondent

Noates Peroantsmy nat add to 100 duetorounding. Nat al questionswereansnvered by al respondents

Totd Respondants=75
100
80
‘%’ 60 573
T 401
o
20
6.7
13 13
0 [
Very g S Very
Sxidfied Stidied Neurd | Distidfied Distidiod
O Percat 333 573 13 6.7 13
Responss| 25 43 1 5 1

Quetion 106: NF Caegver
Provides Hdp Neaoked, by Praxy Respondent
Tatd Respondants=449
100
80
—= 60 519
§ 408
o 40
o
20_
60
. 02 = 11
Vary . e Vay
Srtidied Sidied | Neurd | Dstidfied Dissticfied
O Perocat 2038 519 02 60 11
Resoses| 183 233 1 27 5

Notes Percentsmy nat add to 100 dueto rounding. Not all questionswer e ansivered by dl respondents.

Notes Peroantsmy nat add to 100 duetorounding. Nat al questionswereansvered by al respondents
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Quegtion 111: NF Caregver Sons Respadt

Tatd Respondats=549
100
0
‘g’ 801281 e
o 407
o
Z)_
13 44 11
T v Vay
Sidied Stidied Neurd | Dissidied Disstidfied
B Paoat | 481 52 13 44 11
Regoss| 244 243 7 24 6

Nates Peroantsmy nat add to 100duetorounding. Nat al questionswereansivered by al repondents

Quedtion 111: NF Caregiver Shows Respect

18to 64 Yearsof Age
Tota Respondents =203
100
80
<= 60
o) 434 483
(&)
v 401
o
20
15 o4 15
04 |
Very - N Very
Sidied Satified Neurd | Dissatidfied Disstidied
B Percat 434 483 15 54 15
Regonss 88 98 3 11 3

Notes: Percentsmy nat add to 100 dueto rounding. Not all questionswere answered by al respondents.

Questtion 111: NF Caregiver Shows Respett

Quegtion 111: NF Caregver Sons Respedt
65 Yeasd Agea Ade
Tad Respondats=346
100
80
= 601509
g 434
o 40
(ol
Z)_
12 38 09
0+ | —
Vay . S Vay
Sidied Sidied | Neurd | Dsstidied Disstidfied
§ Pooat | 509 B4 12 38 09
Resoss| 16 150 4 13 3

Nates Peroantsmy nat add to 100duetorounding. Nat al questionswereansivered by al repondents

by Consumer Respondant
Totd Respondents=75
100
80
g ® 280
g 43
o 407
o
201 80 27
o S s B
Very e e Very
Sxiied Sidied Neurd | Disatidied Dissstidfied
B Percet | 413 480 00 80 27
Resoonsss 31 36 0 6 2

Notes: Peroantsmy nat add to 100 duetorounding. Not all questionswereansivered by dl respondents.
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Quetion 111: NF Caregver S1ons Regpat

by Fraxy Respondat
Tad Respondats=474
10
£
%‘ 60 —2m2 -
o 407
o
Z)_
15 38 08
0+ —_— | — |
V&Y | stidied | Natrd | Dissiiied| V&Y
Stidied Disstidfied
0 Poomt | @2 M7 15 38 08
Resores| 23 pay) 7 18 4

Question 116: NF Caregver Condders Qulturd Nesds

Totd Respondents =283
100
80
— 60 527
5 40 378
o
7 11 8 07
o ] ;
Very e e Very
Sxidied Stidied Neurd | Dissatidied Dissstidfied
@ Pecat 378 27 11 7.8 0.7
Resoonsss 107 149 3 2 2

Nates Peroantsimy nat add to 100 duetorounding Nat &l quesionswereansnered by dl respondents

Quetion 116 NF Carggver ConadarsQuiturd Neds

Notes: Peroantsmy nat add to 100 duetorounding. Not all questionswereansivered by al respondents.

Question 116: NF Caregiver Consdears Culturd Neads,

18to64 Yearsof Age
Tad Respodats=104
100
80
e ® 577
2
o 407
o
01 P )
Vay - — Vay
Stidiad Sidied | Neurd | Disdified Disstidid
0 Pgomt | D8 577 19 87 10
Regoees| 32 60 2 9 1

Nates Peroantsimy nat add to 100 duetorounding Nat &l quesionswereansnered by dl respondents

65 Yearsof Ageor Older
Totd Respondents=179
100
80
= 60 297
g 419
v 407
[a
® 06 3 06
0- [ :
Very e e Very
Sxiied Sidied Neurd | Disdidfied Dissstidfied
B Peromt | 419 87 06 73 06
Resoonsss 75 89 1 13 1

Notes: Peroantsmy nat add to 100 duetorounding. Not all questionswereansivered by al respondents.
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Question 116: NF Caregiver Considers Cultural Needs,
by Consumer Respondent
Total Respondents =43

100
80
= 60 535
§ 40 3348
b
20 116
0.0 ] 00
TV v
ery - o ery
Satisfied | Neutral | Dissatisfied
Satisfied S eutr IS bissatisfied
@ Percent 34.8 535 0.0 11.6 00
Responses 15 23 0 5 0

Notes: Percents my not add to 100 due to rounding. Not all questions wer e answer ed by all respondents.

Question 116: NF Caregiver Considers Cultural Needs,

by Proxy Respondent
Total Respondents = 240
100
80
- 60 525
§ 383
o] 40
a
20
71
13 .
0 - 08
Very e e Very
Satisfied Satiffied Neutral Dissatisfied Dissatidfied
I Percent 38.3 525 13 71 0.8
Responses 92 126 3 17 2

Notes: Percents my not add to 100 due to rounding. Not all questions wer e answer ed by all respondents.
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COMPLAINTS



Quegtion 130: Consumer Knows How to Contact Q_Eiimm Qoreumer Knons Howto Qortedt
Maricopa County Long Term Care About MeriagpaCounty Lang TemCareAbaut Garparnts
Complants After Seeking Hdlp from Case Maneger After Seking Help franCase Mereger, by AgeGrap
Totd Respondents = 1,010

Tatd Reporoants=387 Totd Reooroats=623

18-64Yeasd Age 66 Yearsof Agear Ady
Notes Percentsmy not add to 100 dueto rounding. Not al quegtionswer e ansivered by al respondents. Nates Reraantsmy na add to 100duetorounding Nat dl quesionswereansiered by dl repandants
Quetion130 Comurer Knoas How to Cortact Quesion 130 Consumer Knons Howto Cortact
Mari aopa County Long TemCare About Condaints MarioopaGourty Long TamCare Abaut Conplaints
Afte Seeking Hdp from Cese Maners, After Sseding HdpfromCaeeMarery,
by Consumer o Fraxy Respondat by Qurat Haoamat
Tatel Resporents =272 Total Responoernts =738 Tdtd Resporcrts =482 Totd Resporckrts =528

Comaune Respondat Praxy Respordernt HCBS NF
Nates Peroantsmy nat add to 100 duetoraunding. Not dl quetionswereansivered by dl respondents Nates Paraantsimy nat add to 100duetorounding. Nt al questionswereansnered by al respondents
Realitsby repondant aresaidicdly different with ap-vaue=0000 Reaitsby aurrent placamant aredatigicdly different with apvaue=0000
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Question 131: Consumer Has Made A Complaint
After Seeking Help from Case M anager

Total Respondents = 478

No (N = 354)
74%

Yes(N = 124)

26%

Note: Not all questions were answered by all respondents.

Question 132: How Satisfied is Consumer

that Complaint was Handled Fairly?

Total Respondents= 117

100
80
> 60
g
g 40 342 35.0
o[
ey - N ery
Satisfied Satisfied Neutral Dissatisfied Dissatidfied
E Percent 34.2 350 0.9 17.1 128
Number 40 41 1 20 15

Notes: Percents my not add to 100 dueto rounding. Not all questions wer e answered by all respondents.



HEALTH PLAN CHOICES



Quegtion 135; Consumer Recaved Open Quegtion 135A: Consumer Read Open
Enrollment Informetion Enrollment Information

Total Respondents = 990 Total Respondents = 659

Yes(N=664)
6%

Note: Not all questionswer e answered by all respondents Note: Not all questionswer e answered by all respondents.

Question 135B: Should There Be More
Health Plans to Choose From?

Total Respondents = 882

No (N = 474)
54%

Y es (N = 408)
46%

Note: Not all questions were answer ed by all respondents.
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V.

SURVEY QUESTIONNAIRE

-1



FINAL FINAL FINAL FINAL FINAL

QUESTIONNAIRE FILE: p0298.run CREATED: Thur Aug 10 17:33:35 2000

kkhkkhkkkhkkhkkhkhhkkhkkhhkkhkhhkhkhhkhkhhkhkhhkhkhhkhkhhkhkhhkhkhhhkkhkhkkhkhkkhkhkkhkhkkkhkkk,kkk,k*x*%

QL.

| am calling because AHCCCS would like to find out what you think about the services
999f|0lyou get|1{ 999a} gets} from the Arizona Long Term Care System (ALTCS). We
want to learn from you and other AHCCCS members so that we can improve our
services. We'd appreciate your time to help us.

{999f[1|Do you know enough about { 999a}'s }
{999f[1]long term care to answer some questions about it?}

Type h for help on survey

0. CLIENT/NAME IN CALLBOX (Skip to Q1a)
1. PROXY - FAMILY/FRIEND/OTHER - ENTER NEXT SCREEN

ADAPTED FROM: ORIGINAL AHCCCS/HSAG QUESTION

Q 1A. [INTW: IF NECESSARY, ASK:] and what is your relationship to { 999a} ?

Areyou arelative, afriend, or what?

1. Proxy - family/relative
2. Proxy - friend

3. Other (enter at $ prompt)
9. DK/REF

ADAPTED FROM: ORIGINAL AHCCCS/HSAG QUESTION

Qla. Thisinterview will last between 15 to 20 minutes depending upon your answers. Before

we begin, we want you to know that your participation is voluntary and your answers are
confidential.

No information is ever released that would allow anyone, including AHCCCS, ALTCS or
MLTCS to identify you or anyone else in your family. If you decide you don't want to
answer any questions, it will not affect {999f[*} AHCCCS services or benefits in any
way. We would really like your opinion because you and other members know first hand
how the program is working. This call may be monitored for quality purposes.

Q1b. Skip 1cif not talking to proxy (Skip to Q2)



Qlc. GENDER OF ALTCSCLIENT?
IFYOU CAN'T TELL ASK: Andis{999a} male or female?

1. MALE
2. FEMALE

ADAPTED FROM: ORIGINAL AHCCCS/HSAG QUESTION
Q5.  First, wewould like to ask you about { 999f|0lyour own|1 999a}'s} health.

In general, would you say { 999f|0lyour}{999j|1|his|2|her} healthis
excellent, very good, good, fair or poor?

Excellent
Very good
Good

Fair

Poor

REF

CcaogprpwWNE

ADAPTED FROM: SF-12 QUESTION (PATIENT SATISFACTION QUESTIONNAIRE)
Q6. Compared to one year ago, how would you rate { 999f|*} health in genera now?

Would you say {999f[*} headlth is much better now than one year ago, somewhat better
now than one year ago, about the same as one year ago, somewhat worse now than one
year ago, or much worse now than one year ago?

Much Better
Somewhat Better
About the Same
Somewhat Worse
Much Worse
REF

CcCagrONE

ADAPTED FROM: SF-12 QUESTION (PATIENT SATISFACTION QUESTIONNAIRE)



Q9.  {999f|*} currently living at home, in a facility such as Assisted Living, Adult Foster
Care, or aNursing Home.

Y es, Home

Yes, Assisted Living

Y es, Adult Foster Care
Y es, Nursing Home
DK/REF

©oprpwWNE

ADAPTED FROM: ORIGINAL AHCCCS/HSAG QUESTION

Q10. The next questions ask about the services provided to {999f*} by
{999f|Olyour}{999j|1|his|2|her} case manager and how satisfied you are with these
services.

Do you know who { 999f|Olyour|1 999a} 's} case manager is?

[CLARIFICATION: The case manager is the person who reviews your needs and assists
with arranging for services such as Home Delivered Meals, Nursing Services,
Housekeeping, Attendant Care, Adult Foster Care, Assisted Living, and Nursing Home
Carel]

1. YES
2. NO (Skipto Q50)
9. DK/REF (Skip to Q50)

ADAPTED FROM: CAHPS (20H AND THE NON-MEDICAL HOME AND
COMMUNITY-BASED SERVICES CUSTOMER SATISFACTION SURVEY 1999.

Q12. How sdtisfied are you that the case manager listens to you?
Areyou Very Satisfied, Satisfied, Dissatisfied or Very Dissatisfied?

Very Satisfied
Satisfied
Dissatisfied
Very Dissatisfied
Neither/Neutral
DK/REF

©orwWwNE

ADAPTED FROM: 1999 MARICOPA INTEGRATED HEALTH SYSTEM LONG
TERM CARE NURSING HOME CLIENT SURVEY, THE NON-MEDICAL HOME AND
COMMUNITY-BASED SERVICES CUSTOMER SATISFACTION SURVEY OF 1999,
AND CAHPS( 2.0H.)



Q20. How satisfied are you that the case manager involves you when making decisions about
{999f|0lyour}{999j|1|his|2|her} care?

Would you say? Very Satisfied, Satisfied, Dissatisfied, Very Dissatisfied?

Very Satisfied
Satisfied
Dissatisfied
Very Dissatisfied
Neither/Neutral
DK/REF

©okrwNE

ADAPTED FROM: 1999 MARICOPA INTEGRATED HEALTH SYSTEM LONG
TERM CARE NURSING HOME CLIENT SURVEY, AND THE NON-MEDICAL HOME
AND COMMUNITY-BASED SERVICES CUSTOMER SATISFACTION SURVEY OF
1999.

Q21. Have you tried to reach { 999f[*} case manager in the last 12 months?

1. YES
2. NO (Skipto Q26a)
9. DK/REF (Skipto Q26a)

ADAPTED FROM: ORIGINAL AHCCCS/HSAG QUESTION.
Q25. How easy isit for you to reach { 999f|*} case manager?
Would you say it isVery Easy, Easy, Hard, or Very Hard?

Very Easy
Easy

Hard

Very Hard
Neutral/Neither
DK/REF

©okrwNE

ADAPTED FROM: CAHPS(2.0H.)



Q26. When you call {999f|*} case manager, how satisfied are you that {999f|Olyou
get}{999j|1|he gets|2|she gets} the help { 999f|0you need} { 999j|1|he needs|2|she needs} .

Areyou Very Satisfied, Satisfied, Dissatisfied or Very Dissatisfied?

Very Satisfied
Satisfied
Dissatisfied
Very Dissatisfied
Neither/Neutral
DK/REF

©orwWwNE

ADAPTED FROM: CAHPS (2.0H.)
Q26a. DO NOT READ

IWVR: THIS IS THE PLACE TO QUIT IF RESPONDENT HAD DIFFICULTIES
UNDERSTANDING AND ANSWERING PRIOR QUESTIONS

1. CONTINUE, R DOING OK, OR PROXY COMES TO PHONE
2. QUIT, RNOT ABLE TO GIVE ACCURATE ANSWERS (Skip to Q260)

Q 27. How satisfied are you with the respect { 999f[*} case manager shows you?
Would you say you are: Very Satisfied, Satisfied, Dissatisfied, or Very Dissatisfied?

Very Satisfied
Satisfied
Dissatisfied
Very Dissatisfied
Neither/Neutral
DK/REF

©okrwNE

ADAPTED FROM: 1999 MARICOPA INTEGRATED HEALTH SYSTEM LONG
TERM CARE NURSING HOME CLIENT SURVEY, AND THE NON-MEDICAL
HOME AND COMMUNITY-BASED SERVICES CUSTOMER SATISFACTION
SURVEY OF 1999.

Q30. If {999f[*} needed some other service that { 999f|0lyou are not}{999j|1|he is not|2|she is
not} currently receiving to maintain independence what would it be?

[CLARIFICATION on "INDEPENDENCE": Doing more on your own.]



Q40. If {999f|*} special cultural needs such as food or religious beliefs, how satisfied are you
that the case manager takes them into consideration?

Would you say you are: Very Satisfied, Satisfied, Dissatisfied, Very Dissatisfied or does
this not apply to you?

Very Satisfied
Satisfied
Dissatisfied
Very Dissatisfied
Does Not Apply
Neither/Neutral
DK/REF

CoouAwWNE

ADAPTED FROM: PART AHCCCS ACUTE CARE SURVEY AND ORIGINAL
AHCCCS/HSAG QUESTION.

Q41. Overadl, how satisfied are you with the case manager now?
Would you say you are: Very Satisfied, Satisfied, Dissatisfied, or Very Dissatisfied?

Very Satisfied

Satisfied

Dissatisfied (Skip to Q46)
Very Dissatisfied (Skip to Q46)
Neither/Neutral (Skip to Q50)
DK/REF (Skip to Q50)

©WorwWNE

ADAPTED FROM: CAHPS(2.0H.)
Q42. What isthe main reason you are satisfied with the case manager?

[IVWR: PLEASE BE PATIENT; LET THEM ANSWER]
[BUT IFRHASNO IDEA, ENTER 9]

$. (SkiptoQ50) 9.

ADAPTED FROM: 1999 MARICOPA INTEGRATED HEALTH SYSTEMS LONG
TERM CARE NURSING HOME CLIENT SURVEY.



Q43. These are some of the reasons you may be satisfied with the case manager. Because he or
she listens to you, involves you in planning services, treats you with respect, is your
advocate when necessary, is accessible, helps you retain your independence, considers
race, beliefs and custom, or the quality of services received is good.

Are any of these the main reason you are satisfied with your case manager?

Listens (Skipto Q50)

Involvesin Planning (Skip to Q50)
Respectsyou (Skip to Q50)
Advocate (Skip to Q50)
Accessible (Skip to Q50)

Retain Independence (Skip to Q50)
Considers Culture (Skip to Q50)
Good Services (Skip to Q50)
DK/REF (Skip to Q50)

©COoONOOAMWNE

ADAPTED FROM: 1999 MARICOPA INTEGRATED HEALTH SYSTEMS LONG
TERM CARE NURSING HOME CLIENT SURVEY.

Q46. What isthe main reason you are dissatisfied with your case manager?

[IVWR: PLEASE BE PATIENT; LET THEM ANSWER]
[BUT IFRHASNO IDEA, ENTER 9]
$. (SkiptoQs0) 9.

ADAPTED FROM: 1999 MARICOPA INTEGRATED HEALTH SYSTEMS LONG
TERM CARE NURSING HOME CLIENT SURVEY.

Q47. These are some of the reasons you may be dissatisfied with the case manager. Because he
or she doesn't listen to you, doesn't involve you in planning services, does not treat you
with respect, is not your advocate when necessary, is not accessible, does not help you
retain your independence, doesn't consider race, beliefs and custom, the quality of
servicesreceived is not good, or something else.

Are any of these the main reason you are dissatisfied with your case manager?

Does not Listen

Does not Involve in Planning
Does not Respect Y ou

Does not Advocate

Isn't Accessible

Does not Retain Independence
Does not Consider Culture
Bad Services

DK/REF

CoNOO~MWODNE



ADAPTED FROM: 1999 MARICOPA INTEGRATED HEALTH SYSTEMS LONG
TERM CARE NURSING HOME CLIENT SURVEY.

Q50. The next questions ask about the services provided to {999f|Olyou|1999a}} by
{999f|0lyour}{999j|1|his|2|her} doctor.

We are interested in knowing how satisfied you are with the care provided by {999f|*}

doctor.

Do you have one person you think of as {999f|*} doctor?

1. YES

2.

NO (Skip to Q80)

9. DK/REF (Skip to Q80)

ADAPTED FROM: CAHPS (2.0H)

AND THE NON-MEDICAL HOME AND

COMMUNITY-BASED SERVICES CUSTOMER SATISFACTION SURVEY 1999.

Q55. How satisfied are you that the doctor listensto you?

Would you say you are: Very Satisfied, Satisfied, Dissatisfied, or Very Dissatisfied?

ADAPTED FROM: 1999 MARICOPA

WorwWwNE

Very Satisfied
Satisfied
Dissatisfied
Very Dissatisfied
Neither/Neutral
DK/REF

INTEGRATED HEALTH SYSTEM LONG

TERM CARE NURSING HOME CLIENT SURVEY, THE NON-MEDICAL HOME AND
COMMUNITY-BASED SERVICES CUSTOMER SATISFACTION SURVEY OF 1999,
AND CAHPS( 2.0H.

Q60. How satisfied are you that {999f[*} doctor involves you when making decisions about
{999f|0lyour}{999j|1|his|2|her} care?

Would you say you are: Very Satisfied, Satisfied, Dissatisfied, Very Dissatisfied?

1. Very Satisfied
2. Satisfied

3. Dissatisfied
4.
8
9

Very Dissatisfied

. Neither/Neutrd
. DK/REF



ADAPTED FROM: 1999 MARICOPA INTEGRATED HEALTH SYSTEM LONG
TERM CARE NURSING HOME CLIENT SURVEY, AND THE NON-MEDICAL HOME
AND COMMUNITY-BASED SERVICES CUSTOMER SATISFACTION SURVEY OF
1999.

Q67. When you call {999f[*} doctor, how easy is it for you to reach someone who can help
you?

Would you say it is very easy, easy, hard, or very hard?
[CLARIFICATION: SOMEONE WHO CAN ANSWER YOUR QUESTIONS]

Very Easy
Easy

Hard

Very Hard
Neutral/Neither
DK/REF

©okrwNE

ADAPTED FROM: ORIGINAL AHCCCS/HSAG QUESTION.

Q68. When you call {999f*} doctor, how satisfied are you that {999f|0lyou get|1[{ 999a} gets}
the help { 999f|0lyou need} { 999j |1|he needs|2|she needs} ?

Would you say you are: Very Satisfied, Satisfied, Dissatisfied, or Very Dissatisfied?

Very Satisfied
Satisfied
Dissatisfied
Very Dissatisfied
Neither/Neutral
DK/REF

©okrwNE

ADAPTED FROM: CAHPS(2.0H.)

Q70. How satisfied are you with the respect shown by {999f[*} doctor for what you have to
say?

Would you say you are: Very Satisfied, Satisfied, Dissatisfied, or Very Dissatisfied?

Very Satisfied
Satisfied
Dissatisfied
Very Dissatisfied
Neither/Neutral
DK/REF

©okrwNE

V- 10



ADAPTED FROM: 1999 MARICOPA INTEGRATED HEALTH SYSTEM LONG
TERM CARE NURSING HOME CLIENT SURVEY, AND THE NON-MEDICAL HOME
AND COMMUNITY-BASED SERVICES CUSTOMER SATISFACTION SURVEY OF
1999.

Q72. If {999f|*} special cultural needs such as food or religious beliefs, how satisfied are you
that the doctor takes them into consideration?

Would you say you are Very Satisfied, Satisfied, Dissatisfied, Very Dissatisfied or Does
this not apply to you?

Very Satisfied
Satisfied
Dissatisfied
Very Dissatisfied
Does not Apply
Neither/Neutral
DK/REF

CoouArwWNE

ADAPTED FROM: PART AHCCCS ACUTE CARE SURVEY AND ORIGINAL
AHCCCS/HSAG QUESTION.

Q73. Overal, how satisfied are you with {999f[*} doctor now?
Would you say you are: Very Satisfied, Satisfied, Dissatisfied, or Very Dissatisfied?

Very Satisfied

Satisfied

Dissatisfied (Skip to Q75)
Very Dissatisfied (Skip to Q75)
Neither/Neutral (Skip to Q77)
DK/REF (Skip to Q77)

©orwWwNE

ADAPTED FROM: 1999 MARICOPA INTEGRATED HEALTH SYSTEM LONG
TERM CARE NURSING HOME CLIENT SURVEY.

Q74. What isthe main reason you are satisfied with your doctor?

[IVWR: PLEASE BE PATIENT; LET THEM ANSWER]
[BUT IFRHASNO IDEA, ENTER 9]

$. (SkiptoQ77 ) O.

V-11



ADAPTED FROM: 1999 MARICOPA INTEGRATED HEALTH SYSTEM LONG
TERM CARE NURSING HOME CLIENT SURVEY.

Q74a. These are some of the reasons you may be satisfied with the doctor. Because he or she
listens to you, involves you in planning services, treats you with respect, is your advocate
when necessary, is accessible, helps you retain your independence, considers race, beliefs
and custom, or the quality of services received is good.

Are any of these the main reason you are satisfied with your doctor?

Listens (Skipto Q77)

Involvesin Planning (Skip to Q77)
Respects You (Skip to Q77)
Advocate (Skipto Q77)
Accessible (Skipto Q77)

Retain Independence (Skip to Q77)
Considers Culture (Skipto Q77)
Good Services (Skipto Q77)
DK/REF (Skip to Q77)

CoNOUOMWONE

ADAPTED FROM: 1999 MARICOPA INTEGRATED HEALTH SYSTEM LONG
TERM CARE NURSING HOME CLIENT SURVEY.

Q75. What isthe main reason you are dissatisfied with your doctor?

[IVWR: PLEASE BE PATIENT; LET THEM ANSWER]
[BUT IFRHASNO IDEA, ENTER 9]

$. (SkiptoQ77) 9.

ADAPTED FROM: 1999 MARICOPA INTEGRATED HEALTH SYSTEM LONG
TERM CARE NURSING HOME CLIENT SURVEY.

V- 12



Q75a. These are some of the reasons you may be dissatisfied with the doctor. Because he or she
doesn't listen to you, doesn't involve you in planning services, does not treat you with
respect, is not your advocate when necessary, is not accessible, does not help you
retain your independence, doesn't consider race, beliefs and custom, the quality of
services received is not good, or something else.

Are any of these the main reason you are dissatisfied with your doctor?

Does not Listen

Does not Involve in Planning
Does not Respect Y ou

Does not Advocate

Isn't Accessible

Does not Retain Independence
Does not Consider Culture
Bad Services

DK/REF

CWoN>U~WNE

ADAPTED FROM: 1999 MARICOPA INTEGRATED HEALTH SYSTEM LONG
TERM CARE NURSING HOME CLIENT SURVEY.

Q77. Weknow there are many different types of insurance plans that pay for doctor visits.
Does AHCCCS pay for {999f|*} doctor's visits?

[IVWR: MAY KNOW AS: Maricopa County Long Term Care, or Long Term Care
AHCCCSor ALTCS]

1. YES (Skipto Q80)
2. NO
9. DK/REF (Skip to Q80)
ADAPTED FROM: ORIGINAL AHCCCS/HSAG QUESTION.

Q79. Why did you choose that doctor rather than a doctor with MLTCS, AHCCCS,
ALTCSor LTC?

h = help on MLTCS, AHCCCS
h. (Skip to Q995 )

ADAPTED FROM: ORIGINAL AHCCCSHSAG QUESTION.
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Q80. Check answer to Q9

1. If home based, continue, else

2. Assisted living: go to facility based section (Skip to Q100)
3. Adult foster care: go to facility based section (Skip to Q100)
4. Nursing home: go to facility based section (Skip to Q100)

Q82. The next questions ask about the services {999f[*} at home. We are interested in

knowing how satisfied you are with

{999f|0lyou|1{ 999a} } .

the in-home services provided to

| am going to read alist of services available to { 999f|0lyou|1{ 999a} } in a home setting.
Please tell me which is the most important service {999f|0Olyou receive}{999j|1jhe

receives|2|she receives}.

. Attendant Care

. Housekeeping

. Personal Care Aide

. Home Delivered Meals

. Home Health Aide

. Proxy iscaregiver (SKIP CAREGIVER QUESTIONS) (Skipto Q 99)
. Doesn't get any Servicesat Home (Skipto Q 99)

1
2
3
4
5. Nursing Care
6
7
8
9

. DK/REF (Skipto Q 99)

ADAPTED FROM: ORIGINAL AHCCCS/HSAG QUESTION.

Q85. The next few questions are about the services {999f|0lyou receive|l{ 999a} receives}

from the {82*}.

Overal, how satisfied are you with how the {82]*} listensto you?

Would you say you are: Very Satisfied, Satisfied, Dissatisfied, or Very Dissatisfied?

Very Satisfied
Satisfied
Dissatisfied
Very Dissatisfied
Neither/Neutral
DK/REF

©okrwNE

ADAPTED FROM: 1999 MARICOPA

INTEGRATED HEALTH SYSTEM LONG

TERM CARE NURSING HOME CLIENT SURVEY.
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Q86. Overal, how satisfied are you that {999f|0lyour|1{999a}'s} {82]*} involves you when
making decisions about { 999f |Olyour|1[{ 999a} 's} care?

Would you say you are: Very Satisfied, Satisfied, Dissatisfied, Very Dissatisfied?

Very Satisfied
Satisfied
Dissatisfied
Very Dissatisfied
Neither/Neutral
DK/REF

©orwWwNE

ADAPTED FROM: 1999 MARICOPA INTEGRATED HEALTH SYSTEM LONG
TERM CARE NURSING HOME CLIENT SURVEY, AND THE NON-MEDICAL HOME
AND COMMUNITY-BASED SERVICES CUSTOMER SATISFACTION SURVEY OF
1999.

Q87. How easy isit for you to reach { 999f|0|your|1§ 999a} 's} {82*}?
Would you say it is Very Easy, Easy, Hard, or Very Hard?

Very Easy
Easy

Hard

Very Hard
Neutral/Neither
DK/REF

WorwWwNE

ADAPTED FROM: CAHPS(2.0H.)

Q88. When you call {999f[0lyour|1999a}'s} {82]*}, how satisfied are you that {999f|0Olyou
get|1K 999a} gets} the help { 999f|0you need}{ 999j|1|he needs|2|she needs} ?

Would you say you are: Very Satisfied, Satisfied, Dissatisfied, Very Dissatisfied?

Very Satisfied
Satisfied
Dissatisfied
Very Dissatisfied
Neither/Neutral
DK/REF

©orwWNE

ADAPTED FROM: CAHPS(2.0H.)
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Q91. How sdtisfied are you with the respect shown by {999f|Olyour|1}{999a}'s} {82]*} for
what you have to say?

Would you say you are: Very Satisfied, Satisfied, Dissatisfied, or Very Dissatisfied?

©orwWwNE

Very Satisfied
Satisfied
Dissatisfied
Very Dissatisfied
Neither/Neutral
DK/REF

ADAPTED FROM: 1999 MARICOPA INTEGRATED HEALTH SYSTEM LONG
TERM CARE NURSING HOME CLIENT SURVEY.

Q95. If {999f|0lyou have|lf{ 999a} has} specia cultural needs such asfood or religious beliefs,
how satisfied are you that the { 82[*} takes them into consideration?

Would you say you are Very Satisfied, Satisfied, Dissatisfied, Very Dissatisfied or Does
this not apply to you?

ADAPTED FROM:

ook~ wNE

Very Satisfied
Satisfied
Dissatisfied
Very Dissatisfied
Does not Apply
Neither/Neutral
DK/REF

PART FROM AHCCCS ACUTE CARE SURVEY AND ORIGINAL

AHCCCS/HSAG QUESTION.

Q96. Overal, how satisfied are you with {999f|0lyour|1{ 999a} 's} {82|*} now?

Would you say you are: Very Satisfied, Satisfied, Dissatisfied, or Very Dissatisfied?

©ORWNE

Very Satisfied

Satisfied

Dissatisfied (Skip to Q98)
Very Dissatisfied (Skip to Q98)
Neither/Neutral (Skip to Q99)

9. DK/REF (Skip to Q99)

ADAPTED FROM: CAHPS(2.0H.)
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Q97. What isthe main reason you are satisfied with { 999f|Olyour|1[{ 999a} 's} {82[*}?

[IVWR: PLEASE BE PATIENT; LET THEM ANSWER]
[BUT IFRHASNO IDEA, ENTER 9]

$. (SkiptoQ99) o.

ADAPTED FROM: THE 1999 MARICOPA INTEGRATED HEALTH SYSTEM LONG
TERM CARE NURSING HOME CLIENT SURVEY.

Q97a. These are some of the reasons you may be satisfied with the {82[*}. Because he or she
listens to you, involves you in planning services, treats you with respect, is your advocate
when necessary, is accessible, helps you retain your independence, considers race, beliefs
and custom, or the quality of services received is good.

Are any of these the main reason you are satisfied with your {82*}?

Listens (Skipto Q99)

Involvesin Planning (Skip to Q99)
Respects You (Skip to Q99)
Advocate (Skip to Q99)
Accessible (Skipto Q99)

Retain Independence (Skip to Q99)
Considers Culture (Skip to Q99)
Good Services (Skip to Q99)
DK/REF (Skip to Q99)

©COoONOURA~WNE

ADAPTED FROM: THE 1999 MARICOPA INTEGRATED HEALTH SYSTEM LONG
TERM CARE NURSING HOME CLIENT SURVEY.

Q98. What isthe main reason you are dissatisfied with { 999f|0lyour|1K 999a} 's} {82[*}?

[IVWR: PLEASE BE PATIENT; LET THEM ANSWER]
[BUT IFRHASNO IDEA, ENTER 9]

$. (SkiptoQ99) O.

ADAPTED FROM: THE 1999 MARICOPA INTEGRATED HEALTH SYSTEM LONG
TERM CARE NURSING HOME CLIENT SURVEY.
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Q98a. These are some of the reasons you may be dissatisfied with the {82]*}. Because he or she
doesn't listen to you, doesn't involve you in planning services, does not treat you with
respect, is not your advocate when necessary, is not accessible, does not help you retain
your independence, doesn't consider race, beliefs and custom, the quality of services
received is not good, or something else.

Are any of these the main reason you are dissatisfied with your {82} ?

Does not Listen

Does not Involve in Planning
Does not Respect Y ou

Does not Advocate

Isn't Accessible

Does not Retain Independence
Does not Consider Culture
Bad Services

DK/REF

CWoN>U~WNE

ADAPTED FROM: THE 1999 MARICOPA INTEGRATED HEALTH SYSTEM LONG
TERM CARE NURSING HOME CLIENT SURVEY.

Q99. Why did {999f|0lyou|1f 999a}} chooseto live at home?

$. (SkiptoQ130) --END OF HOME SECTION
ADAPTED FROM: ORIGINAL AHCCCS/HSAG QUESTION.
Q100. BEGINNING OF FACILITY SECTION
The next few questions ask you about the services provided by
(Facility Type Given In Q9).

| am going to read a list of services available to { 999f|0lyou|1{ 999a} }. Please tell me which is
the most important service { 999f|0lyou receive} { 999j|1|he receives|2|she receives} .

Nurses Aide [AKA "CNA" - Certified Nurse Assistant”]
Nursing Care

Therapeutic Care

Social Services

DK/REF (Skip to Q127)

okrowNE

ADAPTED FROM: ORIGINAL AHCCCSHSAG QUESTION.
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Q102. Overall, how satisfied are you that the { 100[*} listens to you?
Would you say you are: Very Satisfied, Satisfied, Dissatisfied, or Very Dissatisfied?

Very Satisfied
Satisfied
Dissatisfied
Very Dissatisfied
Neither/Neutral
DK/REF

©ookMwONE

ADAPTED FROM: THE 1999 MARICOPA INTEGRATED HEALTH SYSTEM LONG
TERM CARE NURSING HOME CLIENT SURVEY, THE NON-MEDICAL HOME AND
COMMUNITY-BASED SERVICES CUSTOMER SATISFACTION SURVEY OF 1999,
AND CAHPS(2.0H.)

Q103. Overall, how satisfied are you that {999f|Olyour|1}{ 999a}'s} {100[*} involves you when
making decisions about { 999f |Olyour|1}{ 999a} 's} care?

Would you say you are: Very Satisfied, Satisfied, Dissatisfied, Very Dissatisfied?

Very Satisfied
Satisfied
Dissatisfied
Very Dissatisfied
Neither/Neutral
DK/REF

©orwWNE

ADAPTED FROM: THE 1999 MARICOPA INTEGRATED HEALTH SYSTEM LONG
TERM CARE NURSING HOME CLIENT SURVEY, THE NON-MEDICAL HOME AND
COMMUNITY-BASED SERVICES CUSTOMER SATISFACTION SURVEY OF 1999.

Q104. How easy isit to reach the { 100[*} when you need him or her?
Would you say it isVery Easy, Easy, Hard, or Very Hard?

Very Easy
Easy

Hard

Very Hard
Neutral/Neither
DK/REF

©ookMwONE

ADAPTED FROM: (CAHPS(2.0H.)
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Q105. How satisfied are you that when you contact the { 100[*}, you get the help you need?
Would you say you are: Very Satisfied, Satisfied, Dissatisfied, Very Dissatisfied?

Very Satisfied
Satisfied
Dissatisfied
Very Dissatisfied
Neither/Neutral
DK/REF

©okrwNE

ADAPTED FROM: CAHPS(2.0H.)
Q111. How satisfied are you with the respect shown by the { 100}*} for what you have to say?
Would you say you are: Very Satisfied, Satisfied, Dissatisfied, or Very Dissatisfied?

Very Satisfied
Satisfied
Dissatisfied
Very Dissatisfied
Neither/Neutral
DK/REF

©orwWwNE

ADAPTED FROM: THE 1999 MARICOPA INTEGRATED HEALTH SYSTEM LONG
TERM CARE NURSING HOME CLIENT SURVEY.

Q116. If {999f|0lyou have|lf{ 999a} has} specia cultural needs such asfood or religious beliefs,
how satisfied are you that the { 100[*} takesthem into consideration?

Would you say you are Very Satisfied, Satisfied, Dissatisfied, Very Dissatisfied or Does
this not apply to you?

Very Satisfied
Satisfied
Dissatisfied
Very Dissatisfied
Does not Apply
Neither/Neutral
DK/REF

CcounprwWNE

ADAPTED FROM: PART AHCCCS ACUTE CARE SURVEY AND ORIGINAL
AHCCCS/HSAG QUESTION.
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Q120. Overadl, how satisfied are you with the { 100[*} now?
Would you say you are: Very Satisfied, Satisfied, Dissatisfied, or Very Dissatisfied?

Very Satisfied

Satisfied

Dissatisfied (Skipto Q 126)
Very Dissatisfied (Skipto Q 126)
Neither/Neutral (Skipto Q 127)
DK/REF (Skipto Q 127)

©CorWNE

ADAPTED FROM: CAHPS(2.0H.)
Q125. What isthe main reason you are satisfied with the { 100[*} ?

[IVWR: PLEASE BE PATIENT; LET THEM ANSWER]
[BUT IFRHASNO IDEA, ENTER 9]

$. (SkiptoQ127) 9.

Q125a.These are some of the reasons you may be satisfied with the {100[*}. Because he or she
listens to you, involves you in planning services, treats you with respect, is your advocate
when necessary, is accessible, helps you retain your independence, considers race, beliefs
and custom, or the quality of services received is good.

Are any of these the main reason you are satisfied with your { 100[*} ?

1. Listens (Skipto Q127)

2. Involvesin Planning (Skip to Q127)
3. RespectsYou (Skip to Q127)

4. Advocate (Skipto Q127)

5. Accessible (Skipto Q127)

6. Retain Independence (Skip to Q127)
7. Considers Culture (Skipto Q127)
8. Good Services (Skipto Q127)

9. DK/REF (Skipto Q127)

ADAPTED FROM: THE 1999 MARICOPA INTEGRATED HEALTH SYSTEM LONG
TERM CARE NURSING HOME CLIENT SURVEY.

Q126. What isthe main reason you are dissatisfied with the { 100[*} ?

[IVWR: PLEASE BE PATIENT; LET THEM ANSWER]
[BUT IFRHASNO IDEA, ENTER 9]

$. (SkiptoQ127) 9.
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ADAPTED FROM: THE 1999 MARICOPA INTEGRATED HEALTH SYSTEM LONG
TERM CARE NURSING HOME CLIENT SURVEY.

Q126a. These are some of the reasons you may be dissatisfied with the { 100[*}. Because he or
she doesn't listen to you, doesn't involve you in planning services, does not treat you with
respect, is not your advocate when necessary, is not accessible, does not help you retain
your independence, doesn't consider race, beliefs and custom, the quality of services
received is not good, or something else.

Are any of these the main reason you are dissatisfied with your { 100a/* } ?

Does not Listen

Does not Involve in Planning
Does not Respect Y ou

Does not Advocate

Isn't Accessible

Does not Retain Independence
Does not Consider Culture
Bad Services

DK/REF

CWoNOU~WNE

ADAPTED FROM: THE 1999 MARICOPA INTEGRATED HEALTH SYSTEM LONG
TERM CARE NURSING HOME CLIENT SURVEY.

Q127. Did {999f|0lyou|1[{999a}} chooseto livein{9[*}?

1. YES

2. NO (SkiptoQ127C)

9. DK/REF (Skipto Q127C)
ADAPTED FROM: ORIGINAL AHCCCS/HSAG QUESTION.
Q127a. Why isthat?

[CLARIFICATION: Why did { 999f|Olyou|1{ 999a} } decideto livein {9[*}

ADAPTED FROM: ORIGINAL AHCCCS/HSAG QUESTION.

Q127c. Now that {999f|0lyou live}{999j|1]he lives|2|she lives} in {9]*}, what is most important
to you?

[IVWR: PLEASE BE PATIENT; LET THEM ANSWER]
[BUT IFRHASNO IDEA, ENTER 9]

$. (SkiptoQ127g) 9.
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ADAPTED FROM: ORIGINAL AHCCCS/HSAG QUESTION.
Q127d. ASK 127e FOR HOME; 127f FOR FACILTY

Q127e. Some people have said that they livein {9]*} because it isimportant to have the freedom
to come and go, to have good staff, because they like the environment, enjoy the privacy,
it keeps them close to their families, or safety concerns.

Are any of these important to you, or is there some other reason?

Freedom to Come and Go (Skip to Q1279)
Have Good Staff (Skip to Q127g)

Like Environment (Skip to Q1279)

Enjoy Privacy (Skip to Q1279)

Keep Closeto Family (Skip to Q1279)
Safety Concerns (Skip to Q1279)

Other (Enter Answer) (Skip to Q1279)
DK/REF ( Skipto Q1279)

©ONoOArLONE

ADAPTED FROM: ORIGINAL AHCCCSHSAG QUESTION.

Q127f. Some people have said that they live in a nursing facility because it is important to be
close their family, to have good staff, because they like the environment, or safety
concerns.

Are any of these important to you, or is there some other reason?

Keep me Close to my Family
Have Good Staff

Like Environment

Safety Concerns

Other (Enter Answer)
DK/REF

cCukrwnNE

ADAPTED FROM: ORIGINAL AHCCCS/HSAG QUESTION.
Q127g. Would you recommend {9[*} to others?

1. YES

2. NO

9. DK/REF (Skipto Q130)
ADAPTED FROM: ORIGINAL AHCCCS/HSAG QUESTION.

Q128. Why is that?
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ADAPTED FROM: ORIGINAL AHCCCS/HSAG QUESTION.

Q130. The next questions ask about how satisfied you are with the services provided by
Maricopa County Long Term Care.

Do you know how to contact Maricopa County Long Term Care to ask a question or to
register acomplaint or concern about the care or services { 999f[*} receiving?

[IWVR: IF NECESSARY READ: If you have a complaint and shared it with the case
manager and it did not get resolved, do you know who to contact next?

1. YES
2. NO (SkiptoQ135)
9. DK/REF (Skipto Q135)

ADAPTED FROM: THE 1999 MARICOPA INTEGRATED HEALTH SYSTEM LONG
TERM CARE NURSING HOME CLIENT SURVEY.

Q131. Have you ever made a complaint?

1. YES
2. NO (Skip to Q135)
9. DK/REF (Skip to Q135)

ADAPTED FROM: THE 1999 MARICOPA INTEGRATED HEALTH SYSTEM LONG
TERM CARE NURSING HOME CLIENT SURVEY.

Q132. Please tell me how satisfied you are with how fairly your complaint or concern was
handled?

Would you say you are: Very Satisfied, Satisfied, Dissatisfied, or Very Dissatisfied?

[IWVR: IF MORE THAN ONE IN LAST 12 MONTHS, MOST RECENT
COMPLAINT]

Very Satisfied (Skip to Q135)
Satisfied (Skip to Q135)
Dissatisfied (Skip to Q135)
Very Dissatisfied (Skip to Q135)
Complaint Has Not Been Settled
Neither/Neutral (Skip to Q135)
DK/REF (Skip to Q135)

CogArwWNE
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ADAPTED FROM: THE 1999 MARICOPA INTEGRATED HEALTH SYSTEM LONG
TERM CARE NURSING HOME CLIENT SURVEY.

Q133. If your complaint has not been settled, have you been informed about how to get help
from AHCCCS?

[IWVR: IF NECESSARY READ: If you have a complaint and shared it with the
Maricopa County Long Term Care and it did not get resolved, do you know who to
contact next?

1. YES

2. NO
9. DK/REF

ADAPTED FROM: THE 1999 MARICOPA INTEGRATED HEALTH SYSTEM LONG
TERM CARE NURSING HOME CLIENT SURVEY.

Q135. We are also interested in knowing whether or not offering you a choice among health
plansisimportant.

Recently you may have received information from ALTCS about choosing among
health plans for your long term care services. For thefirst time, long term care clients will
be able to select among three health plans for their long term care services.
Have you received the information regarding your health plan from ALTCS?
1. YES
2. NO (Skipto Q135b)
9. DK/REF (Skipto Q 135b)
ADAPTED FROM: ORIGINAL AHCCCS/HSAG QUESTION.
Q135a. Have you read it?
1. YES
2. NO
9. DK/REF

ADAPTED FROM: ORIGINAL AHCCCSHSAG QUESTION.
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Q135b. ALTCS (Arizona Long Term Care System) provides long term care services, which
include in-home services, case management, and medical and nursing home care. Each
health plan may work with different long term care providers.

Do you think there should be more health plans to choose from?
Would you say yes or no?

1. YES

2. NO

9. DK/REF (Skipto Q 160)

ADAPTED FROM: ORIGINAL AHCCCS/HSAG QUESTION.

Q135e. Why?

ADAPTED FROM: ORIGINAL AHCCCS/HSAG QUESTION.

Q160. How do you think AHCCCS could improve the long term care program?
[CLARIFICATION for AHCCCS: the State; State government]
h=help on Terms (ALTCS/AHCCCS/ETC)

h. (Skip to Q995I)
ADAPTED FROM: ORIGINAL AHCCCS/HSAG QUESTION.

Q202. We may want to call you back next year to find out how your opinions and experiences
may have changed.

Would that be OK with you?

1. YES
2. NO

ADAPTED FROM: ORIGINAL AHCCCSHSAG QUESTION.

Q202b. ONLY ASK 203 IF LIVE AT HOME, ELSE: (Skip to Q 205 )
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Q203. (Thisisour last question.)
Because persons who live alone may have different experiences with long term care than
persons who live with someone else in their home, we'd like to ask about {999f[*}
situation.

{999f|0|Do you|1|Does {999a} } live alone, or does someone live with
{ 999f|0lyou} { 999j|1|him|2|her} ?

1. LiveAlone
2. Someone Else Lives With Them (Skip to Q260 )
9. DK/REF (Skipto Q260)

ADAPTED FROM: ORIGINAL AHCCCS/HSAG QUESTION.

Q205. {999f|0JAnd do you|1JAnd does {999a}} have family members or a close friend nearby to
assist { 999f|0lyou} { 999j|1|him|[2]her} ?

1. YES (HASFAMILY/FRIEND CLOSE)
2. NO (ALONE)
9. DK/REF
ADAPTED FROM: ORIGINAL AHCCCS/HSAG QUESTION.

Q300. And that concludes our survey. Thank you very much for your cooperation.

FOR QUESTIONS ABOUT SERVICES: you can call your case manager or the Maricopa Long
Term Care System office where you are receiving services at 602-344-8700.

FOR ANOTHER BROCHURE: To get another copy of the AHCCCS letter, which outlines the
change to multiple health plans, call 602-344-8760

FOR QUESTIONS ABOUT OUR QUESTIONS: If you have questions about this study please
call Marilea Rose at Health Services Advisory Group, 602-665-6138.

[PRESS <ENTER> TO CONTINUE

Q400. Rate the respondent’s understanding of the questions.

. R Understood al or amost all the questions

. R Had difficulty understanding a couple of questions

. R Had difficulty understanding more than 10 questions
. Had difficulty with alot of questions

©AWNP
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Q401a. Was language a problem?

1. YES
2. NO

Q401b. Was hearing a problem?

1. YES
2. NO

Q401c. Isthere anything else we need to know about any difficulties the respondent had?

1. YES ( Skipto Q998c)
2. NO ( Skip to Q998c)

Q995k. BEGINNING OF BOUNCE-BACK QUESTION(S) FOR HELP OR REFERENCE
[SURVEY PURPOSE AND CONFIDENTIALITY]

We are doing this survey to find out about people opinions of their long term care.
We want to find out your experiences with the care you receive.
We are NOT selling anything - we work for Arizona State University.

You may call my supervisor and ask him any questions, or verify this survey: JoAnne
Vadenegro or Bill Edwards, 480-965-50009.

If you want to verify with AHCCCS, please call John Black at 602-344-8700.

You may also cal HSAG if you have questions, call Marilea Rose at 602-665-6138. (Health
Services Advisory Group).

| had to sign a statement promising to keep secret al the answers | heard, and so did all the other
interviewers and my supervisors.

Q995!. BEGINNING OF BOUNCE-BACK QUESTION(S) FOR HELP OR REFERENCE

AHCCCS is the state (Medicaid) that oversees the long term care program in Arizona. (Arizona
Health Care Cost Containment System).

ALTCS is the name of the long term care program at AHCCCS (Arizona Long Term Care
System).

MLTCS is paid by AHCCCS to provide long term care services. (Maricopa Long Term Care
System).
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